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ABSTRACT

' elecommunication is the main backbone of any country. No countey can sustain development

without a strong telecom inlrastructure as present worid is the era of informatien technology.

Tew yoars ago Bangladesh lelegraph and Telephone Board (BTTB) was the only telecom
agency in Bangladesh. So thore was immense monopoly power of BTTI. Monapoly in the
wense that there i no alternative. As a Government Organization cannol take the opporunily
of Monopoly actually as Governiment organization gave service for the nation only net for a
particular governing body or elsc. It is true that afier independence to present time as much as
telocom infrastructure have been build up in our country are pussible mainly due to the
contribution and activities of BTTR. The scenario is changed now days as there arc many
privaie operators doing telecom busingss. Five mobile company are doing there business as the
strong competitor of BTTI. More over BTRC has given license W 17 companies for land
phone business and some of them has already in the field with there Wire less Local
Loop{WLL.) system, Sa still BTTB is the anly Governmont body in tclecom {icld and only
Operator of Fixed and Wire connccted Phone ie. PSTN. Mobile phone is not actually a
substitution of lixed line, But due 1o its low capacily, unavailability and poor quality BTTE
fixed line service is facing a competitive threat from mobile services. As a result, BITB is

undergong through u great challenge for its meaningful operation..

I here are various criteria for measuring scrvice qualily. For a telecom field those criteria can
e classilicd inlp customer oriented service quality and network oriented service quaiity. Far
the assessment of BTTIR's service qualily # low criteria has been sct up and regarding thosc
criteria a survey was made to understand the present state of service quality of QTTB. Along

with this different documnents helps to identify the service guality standard of BTTD.

This study has measured the service quality of BTTB and suggested some improvements Lhat
should be introduced Tor the existenee of BT IR and for its profitabie and smooih operation. In
this thesis some important and possible improvemnent has been pointed out for the IMproving
the service gualily of BI'TD and for its futurc existence us a lop telecom organization of

Bangladesh.
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CHAPTER 1 ™™ /
((
INTRODUCTION

1.1 Overview on subjecl-matter

Service Quality is continuously growing in importance in the telecommunications industry
hecause competition s growing ficrcer and technology is developed rapidly day by the day.
The Service Quality Standard is needed to establish for ensuring the over all scrvice quality
including customer service guality and nelwork performances for any lefecommunication
business specially for the fixed network telecommunication business in order to integrate
qational information infrastructure afier opening up the telecom matket and to protect
consumers’ rghts and interests This thesis is concentrated on the service quality of a fixed
network telccommunication business erganization named Bangladesh Telegraph and Telephone

Doard (BTT'B), the only lixed line and government welephone operator of Bangladesh.

The facilities of lecommunications companies shall be designed, construcied, maintained, and
operated to cnsure reasonable continuity of service, uniformity in the quality of service
furnished. and (he safety of persons and property. Telecommun ications companies shall employ
prudent  management and engincering practices, including rcasonable  procedures for
forccasting demand for service, to ensure that sulficient facilitics and an adequalc operating
force are available 10 meet reasonable demands under normal operations. For the impmvement
of the over ali service quality of a tclecommunication organization those functions should be
maintained highly. But before that a true assessment of the service quality should be necded for
the quality standard of the respected organization. This analysis of service quality will indicales

the necessary improvements of the telccommunication organization.

Despite the slow development of telecom .services in the past, improved commitment,
guaranteed funding and beginning of a long term planning by (he govemment shows that the
ongoing ielccommunications projects will be successful and the overall lelephone infrastructure

of Bangladesh will grow stronger. At present Lhe telecommunication seclor is very competitive

1



in Bangladesh as there are so many telecom operators in the country. But BTTB is the only
government body among them and it is also the only fixed telephone operalor. So the analysis
of service guality standard of BTTB is very much essential to find out its problems and also Lo
find out necessary steps for its improvement for the welfare of telecommunication sector of

Bangladesh.
1.2 Objectives of the study
'[ he objectives of the study of this thesis are

O To study the present status and quality of services of BTTB which comprises both
custorner services and quality oftechnology ie. network performances.
[ To analysis the ovemll scrvice guality of BTTD and make a reasonable evalualion.

7 jo find out some possiblc steps necessary lo improve the service quality of BTTB.
1.3 Methodology

To mecl the objectives, firstly, a theoretical study and physical inspection was carried out and
sccondly . a survey was carricd out on the service quality of BTTB with the basis of dilferent
criteria regarding customer service mainly such as customer satisfaction, reliability, simplicity,
securily, accuracy, flexibility, support and rsponsiveness and s0 on. On the oiber hand the
quality nctwork performance i.c. the quality of technology will be studied through the study of
on going lechnologies of BTTB and comparing the existing eehnology with available modem
wechnology. Both structured and unstruclured questions were prepared before the visils and
survey. The survey was conducted with more than 100 subscribers and Lheir wrilten opinions
were coliected. Some documents about the service of BTTB were also collected from some
employees of B'1'TB. Finally, some points founded out through these study, survey and analysis

1o improve the service quality of Bangladesh Telegraph and Telephene Doard (BTTH).
1.4 Necessity of the improvement of Service Quality of BTTB

Telecommunication is both an industry and en infrastructure, which helps otber inlrastructures
to grow. Absence of good telecommunication facilitics delers imvestments in oilher sectors of

the ecanomy. The telephone densily in Bangladesh was about 0.79 per 100 people in 2004, far

2



helow the world average of 10 iclephones per 100 people. This low densily of telephene in
Bangladesh is due primarily o inadequate investment in this sector in the past. In order to
enhance the investment in the telccommunication seclor, Lhe government has been pursuing the
policy of raising the public scclor allocation on the one hand and attracting private seclor
investment by privatizing certain services ¢.g. rumal telecomimunication, cellular mobile service,

paging and radio trunking services €le. on the other.

Before establishing the National Telecommunication act 1998 BTTB had strong moncpoly
power in ihe field of fixed telephone {PSTN). So the concept ol Service Quality was not 50
imporant. But {rom the past history of operation of BTTE we found that BTTB has improved
and changed its Technology and network very gradually and with more ar less better quality as

much as possible considering the poor infrastructure ol the country.

The Dangladesh Telecommunication Regulatory Commission (BTRC) was eslablished on
January 31, 2002 under the Government of the People Republic of Bangladesh. By Act no. 18
of 2001, as an Independent Repulatory Commission. The BTRC consists of five appointed
Commissioners incleding Chairman and a Vice-Chairman, Afler the establishment of BTRC

the regutatory power has hecn ceased from DD

On the commencement of the Bangladesh Telecommunication Act, 2001 BTTB became and
operator like other privaic operators and has to be comoratised within few year, Alrcady BTRC
has given license 1o not less than 13 privaie operators (as shown in Table !.1) for running
PSTN business in the country. So there arc so many competitors for BTTB now a day.

Cusiomer will accept that operator whose quality of service for both the casc of customer

service and network performance is betler.



SL. No
01.
02.
03.

3.
UG,
07.

OR.

Table k.1

Total Licenses Issued by DITRC up to 30 May, 2005

Category
New Public Switched Telephone Network (PSTN) (15 Company)
01d PSTN Operalor License
Cellutar Mobile I'elccom Operator License
Intemet Scrvice Provider (1SF)
VaAl-User
VSAT-Provider
YSAT-HUB
Domestic Data Communication Scrvice Provider (DDCSY)

Grand Total

Total |

37

219
88
30

4.
24
410

(Source: hilp .J;ww.apu,suc.nrgfmuus;ngs.fzmsrpmsusfmcwm'435-115-Han{;,|;i£ié's}héémTélmm%zi}ﬁcgf doc,

on dae 31/10/05)

[N Previously thers were 22 operators who had licenses ol” PS1'N business and

priven heenses, s in wial 37 PETN operalors were given licenms |

I

in 2005 cxira 15 companies anc

Tolocom acl, 1998 says that as a long term sirategy, dcvc‘ioprﬂcntoftelecﬂm infrastruciure and

cervices in all the fields are (o be opened up for private participation afler the year 2010 and if

noeded |, (his can be opened up carlier than the year 2010. So (here comes a grest challenge for

BTTR for its existence not only as a leader but also a ordinary operator.

Thus il is very very imporani lo improve the scrvice quality of BTTI3 as much as possible

considering the full benefit of customer. Morcover as governmenl body BTTD has w scrve

with high scrvice quality for the people of the country and for the development of the country

as a whole.



CHAPTER 2

TELECOMMUNICATION & SERVICE QUALITY

2.1 Telecommunication

The delinition of telccommunication is changing day by day. Before, telecommunications
meant telephone systems. But those days are over. Other things have crept into modemn
clecommunication. Now. we have Lo deal with a wide spectrum of communications equipment
and technology. 1n the broadest sense, lelecommunication means any syslem that hundles
voice, leal, data, video or any handling of information in motion using networks built around
ielephones, coaxial cables, optical fibers and terrestnal radio and salellite links, whenever it is

found, i whatover form.

The services offered range from simple voice telephony to highly sophisticated multimedia
communicalions. In basic wlephony services, data arc carried frum oae point to anather without
heing processed. Telecommunications alse include other services such as mobile
communication, data transmission and valuc added services which combine additional services
{o data transfer. The public swiiched telephone network (PSTN) offers 4 suilable gateway for
voice dala and low o medium speed dala transmission, as well as for aceess to information
services and networks such as the Internet. Telecommunications, broadcasting and computing
arc converging with more intensification, Moreover the information infrastructure and data
compression technology are developing rapidly. Thus the creation of new services in

tclecommunicalion seclar is vory necessary. g

Telecommunication is the main backbone of any country. No country can sustain development
without a strong telecom infrastructure. One of the [irst priorities of any govemment is to be
able to communicale smoothly around the country. Communication is not just building roads
and bridges and railway but most importantly to s¢t up a strong telecom infrastruciure around

the couniry. Communication is one of the basic physical infrastructures for ECONOMIc



development and plays a vital role in slimulating cconomic growth and improving the quality

ol life. Telecommunication reduces the need for traveling and thus save both lime and money.

2.2 Telecommunication in Bangladesh

Although the contribution ol iclccommunication to GDP was quite significant (about 12 per
cent in 1994953, the present facilities, particularly in the area of telecommunication, are guite
inadequate in temms of requirement, technology and quality of services. Becausc of the
importance of communication systems in the socio-cconomic development, high prority
should be attached Lo (his sector for Bangladesh, Despile the slow development of lelecom
services in the past, improved commiiment, guaraniecd funding and beginning of a long lerm
planning by the government shows that the ongoing lelecommunications projects will be

successful and the overall telephone infrastructure of Bangladesh will grow stronger.

The Telecommunication seclor comprises mainly of Bangladesh Telegraph and Telephonce
Board (BTTB). Besides the public sector programs, telephone services are in operation in the

private seclor in a modest scale.

2.3 General Background of Bangladesh Telegraph and Telephone Board
(BTTB):

The Tetegraph branch of the Posts and Telegraph Department was created in 1853 in the then
British India, which was atterwards rcgulated under the Telegraph Act of 1885. This wus
reconstructed in 1962 as Pakistan Telegraph and Telephone Department.  Afler the
independence of the People’s Republic of Bangladesh in 1971, Bangiadesh Telegraph and
‘ielephone Department (T & 7T) was set up under the Ministry ol Posts and
Telecommunications with a view to run the Telecommunication Services o commerc ial basis
in Bangladesh. This was converted into a corporate body named DBangladesh Telegraph and
‘l'elephone Board aller promulgation of Bangladesh Telegraph and Telephone Doerd Ordinance
No. XLY! of 1975. In pursuance of Ordinance No. XII ol 1979 premulgaled by the President
of the Pecples Republic of Bangladesh on 24" February 1979, Bangladesh Tclegraph and
I'elephone Board (BTTH) was again convered into a Government Board. In this way the

Bangladesh Telegraph & Telephone Board (BTTB} came into ¢xistence.



BTTD is still the biggest telephone operator of Bangladesh and it operales basic lelephone
services- overseas comimunication and national transmission network. BTTB is also providing
some value xlded services as Dial-Up and Leased Line Inlemct services, International Private
Leased Circuil (IPLC) services, Digital Subscribers Line (DSL), Telex Services and Packet
Swilch 17ata Network (PSDN) services Because of the recent development policy adopted by
the povemment. BTTB is no mare the sole provider of telecommunication services but it still
does have a monopoly on fixed lines. Presently, BTTE hus over 9 lakh lixed connections [ /f
but maunly based in the major cities and towns. Bunigladesh has a low leledensity of 0.79
phones per 100 people- lowest in this region, This is due 1o Lhe fact that lelephone services are
olill limited in the villages. Bangladesh’s Rural Telecom Authority (ARTA) only had a capacity
of 24 000 conneclions until 2002,

2.4 Introduction of Service Quality

‘I'here is no common of formal definition of service quality, Service quality cvolves over time
4114 relates 1o the customer’s developed attilude toward a service. The term Service Quality was
coined by Lhe marketing rescarch team of Parasuraman, Derry, and Zeithaml f5]. They deline
seevice qualily in terms of reducing the gap between cuslomers’ expectations for excellent

service and their perceptions of services delivered.

Qne user may be satisfied, while another is not, with the same service. Service quality aims 1o

describe a global judgment or attitude.

Hernon and Altman point out /6] “by inference, satisfaction levels from a number of
transaciions or encounters that an individual experiences with a particular organization fuse (o
form an fmpression of service quality for that persen. The collective cxperiences ol many

persons create an organization's reputation for service quality.”

The IEEE(Institute of Eleetrical and Electronic Engineers) paper provides a morc general
definition of QoS for upplications that must communicate in rcal-time: "The set of thosc
guantitative and qualitative characteristics of a distributed system, which arc necessary in order

1o achieve the required functionality of an application.”



2.5 Service Quality Coneept for Telecommunication

(uality of Telccommunication Service is the end resull of netwark designing, plapning,
engineering, operation and mawnlenance and the management of scrvices delivered by Lhe use
of network and human resources to a cuslomet. It depends on technical standards of various
neiwork components, traffic ability, serviceability, accessibility, efc, and service management

lunctions.

The ITU-1 delines the Quality ol Scrvice as:
“the collective effort of service performance which determines the degree of

sutisfaction of user af all the services

The degree of consumer satisfaction bears a direct relation with Qualily of Service where good
Quality of Service gives better customer satisfaction and bad Quality of Service leads to
dissatisBiction of the consumers. In a monopoly situation, a customer has no choice but to
aceepl the quality of service of whatever level of slandard thal the monopoly operator provides.
However, by bringing in competition and giving frec choice Lo select an operator, the market
share of an operator would largely depend on the quality of service and the price. More
disceming customers might even opt to pay a higher price for a better qualily of service.

Consumecr complaints represent the negative pereeption of Quality of Service.
Quality of Service as perceived by a customer largely depends on:

1. Service support performance: 1t is the ability of an operator lo provide service and

maintain it, i.e., provisioning of service, billing, ¢lc ;

2 Service operability performance: The user - Iriendliness, simplicity and ease of use of

the scrvices ;

3. Service iniegrity performance: transmission performance io the pre-gstablished

performance crileria.

4. Scrve ability performunce:. accessibility, relsin ability, and reliability signifying;

making available the services io a customer on request and ability to provide it without



interruption. At the network Tevel it ensures dependability and represents trallic ability,

transmission, and satisfactory performance of all the clements of the nelwork.

The service supporl performance depends upon  the maintenance philosophy for
telecommunication network and services and the efficient management of maintenance

TCSULIPCL S,

A customer generally experiences (he combined output of the two entities, viz: the network for
(e technical aspects and the service management in regard Lo systems, procedures and other
human related aspects. Human related aspects arc most important to the user even though it is
nol always recognized by an operator. ‘The human related aspects are concerncd with support,
while lechnical aspeets are concerned with serve ability and imtegrity. Operability is technically
related but is also @ man-machine relationship and may be considered as falling in the realm of

human aspects.

Network performance is an imporiant element of quality of service and relates to the technical
part of the Quality of Service pamameters. It covers, planning, development, operations and
mainicnance of the network. Quality of Service is a service attribute, s user orienied and is
fncused on user observable c¢locts at or between Lhe service access poinis, whereas, the

network perfermance by itself is focused on technical aspects.

r

2.6 The criteria of the service qualily for telecommunication

According to the discussion of 2.5, service quality for Fixed Communication (PSTN) Busincss

can be classified as

v Ouulity of Customer Service , and

s (uatity of Network Performance

The telecoramunications eperator shall continuousty control the quality and performance of its

public communications networks and communications serviccs.

2.6.1 Quality of Customer Service

The service management parameters i.c. the customer scrvice performance arc as below



a. Tangibles Features k.
b. Service provisioning |
c. Plaaniog m.
d. Subseriber’s Satisfacton ' .

e,  Reliability

f. Simplicity 0.
g. Support and responsiveness
h. Competence q.
i. Courtesy |

j. Credibility & Honesty

2.6.2 Quality of Nerwork Perflormance

Security

Billing
Prolitability
Understanding the
customer

Reputation

p- Yalue added services

Availability of new

conncction et

The Quality criteria for network are mainly based on the following thosc are applicable

to the netwaork.,

a. Speed

b. Reliability

c. Availability

d. Simplicity

e. Sccurity

f.  Faull repair Capability
g. Signaling

i, Competence

i. Flexibility

j» Using Modern technology
k. Traffic management

1. TFrofitbility cic.

The Quality of Service being the collective result ol service and network performance. 1L is not

measurable in absolute terms. However, it is assessed by measuring the variations in the key

service performance indicators that contribute Lo the servics quality.
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CHAPTER 3

PAST PERFORMANCE AND RGULATORY
FRAMEWORK

3.1 Revicw of Past Performance of BTTD

3.1.1 Financinl and physical performanece:

From 1973 through 1990, a total of Tk. 7.414.30 million in curreat prices was allocaled W the
Bangladesh ‘lelegraph and Telephone Board through Annual Development Programmces
{ADPs). The total expenditure against this allocation was Tk. 7.043.60 million which was
about 95 per cenl.

in 1973/74, there were 60,000 telephones operating in the country {6,000 in rural areas and
54.000 in urban areas).The number of lelephones increased to 120,000 lines in 197%/80
{10,600 rural and 109,400 urban} and to 182,000 lines in 1984/85 (26,600 rural and 155,400
urban).The telephone density of the country was .13 pet 100 population in 1979/80 and it
mereased w0 0.18 In 1984/85. The country eniered into “satellite communication afler
:ciallation of a standard "A" Farh station at Betbunia, Chittagong in 1975. This facility for
overseas telecommunication was further expanded by setting up a standard "B" Earth Station
at 'l'ahibabad in 1981,

In the Third Plan (1985-90), BT B undertnok a number of programmes / projects b expand
and develop the telecommunication sysiem of the country. The Third Plan targel was to install
75.000 tclephone lines (65,000 in urban areas and 10,000 lines in rural areas). Against this
target, 59,190 telephone lines (53,500 jn urban areas and 5,690 in rural arcas) were installed
during the Third Plan period. As 2 result, telephonc densily per 100 population increased from
0.1% in L984/85 to 0.21 in 1989/90 and the total number of tefephones in the counlry stood at
241190 in 1989/9¢. Digital technology in the country's local teclephone syslem was
introduced during the Third and Fourth Plans through the installation of 26,000 lines capacity

i1



digita! eachanges {comprising six exchanges) and a 5,000 line tandem switching cxchange in
Dhaka city. The Dhaka-Khulna analogue microwayve link was replaced by a digital system
during the Third Plan. The expansion of Dhaka Telecommunication Training Centre (TTC)
and the construction of the Telccommunication Stall College at Gazipur were completed

during the Third Five Year Plan.
3.1.2 Performance During Fourth PLn(1990-95)

Financial performance:

in the Fourth Plan, the total allocation for telecommunication sub-secior provided through
AP was Tk, 14.228.10 million and the tola! expenditure was Tk. 13,524.80 million or 95
per cent.

Physical performanee:

‘The Bangladesh T&T DBoard undericok a number of projects to modernise, cxpand and
develop the telecommunication system of the country during the Fourth Plan, Against a target
af 103,058 clephone lines, 72,507 lines were installed ( 67,801 lines in urban arcas including
46,851 digital and 4,706 lincs in rural arcas). As a result, the telephone density incrcased to
0.26 per 100 people at the wmminal year of the tourh Plan. However, 89 per cent of the

lclephones werc in the urban arcas and only 11 per eent in the rural ancas.

During the Fourh Plan, 6 mere district headquarters and other importani places were covered
with ¥ auto cxchanges and in the process, 3 manual exchanges werc replaccd by auto ones.
The target fer Public Call Oftices (PCOs) at union level was 118, out of which 37 was
instalied. 1n the village growih centres, 84 PCOs were established against a larget of 105, To
increase accessibility of the wlephone facilitics to the common people 1,200 card phones

wre installed.

f The Nution Wide Dialling (NWD) facilities were exlended to 3 district headgquarers and 4
other important places, thus covering all of 64 district headquarters. The overseas circuits

were incrcased and a new Standard "A" Earlh Station was set up at Mohakhali, Dhaka.
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3.1.3 Performance During 19%3-97

Financial performaace:

In 1995/96 and 1996/97, an allocation of Tk. 3,450.97 and Tk. 2,137.77 million rcspectively
were provided of which the entire amount was ulilised.

Physical performance;

The total number of telephone lincs were 463,185 in the public scclor and 21,000 in the
privale sector upto June, 1997. The private scetor is mainly confined Lo differcnt thanas and
villages. Besides, the number of cellular phones rose to 39,000 in 1996/97 over 2,000 in
1994,/95.

In t995-97. 95,000 digital lines were installed in Dhaka. In the same year 41,250 ncw digilal
(clephone lines were installed in Chittagong. Inlernet conmections were lined up in 1995/9%6

undcr privale initiative with the support of RTTD.
3.1.4 Private Scctor Participation

During the Fourth Plan period, the newly licensed private sector operalors started their
services. Bangladesh Rural Telecom Authority (BRTA) was given licence lfor establishment
ol lelecommunication scrvices at 199 Thanas, BRTA installed 27 exchanges at thana / rurzl
growth centres. Pacific Bangladesh Telecom Ld. started providing cellular mobile telephone
service in the country. Bangladesh Telecom Pyl Lid. started the Paging and Radio Trunking
sorvices. Licence for cstablishing telecommunication services in 191 (hanas was given Lo

another ruraf operator Sheba Telecom Lid. in early 1995,

In November, 1996, licences for cellular mobile lelephone were issued to Grameen Phone,
Telecom Malaysia Intcmational BD Lid. and Sheba Telecom Lid. This will increase
competition in the scelor and lower the cost of cellutar mobite phone considerably. The new
licencees have alrcady slarted providing services. All these arc joint-venture companies
between Bangladeshi companies and foreign pariners. Thus, in the private scclor, there are 7
operators for differcnt services. In addition, six private companics, namcly, Integrated
Services Network, Grameen Cybernet, BRAC, Prodesta and Speetranet have started providing

Intcrnet and Lilectronic Mail scrvices in the country.

13



3.1.5 Constraints/Bottienecks During ast Plans

Delay in land acquisition In many cascs caused delay in project implemeniation. The
tendering process, specially in case of the intcrnational tender for "Greater Dhaka
Telecommunication Network Improvement (Phase-ID" took a long time in finalisation
causing abnormal delay in implementation of the project, Also for want of a suitable
collaborator, the project for "Modemisation ol TSS with appropriate Technology Transfer for
Manufacturing and Instaliation of 100,000 line Digilal Switching Equipment per annum”

could not make any headway.

As the enperience over various plan periods has it, poor management, faulty preparation of
the project documents, inadeyuate transfer of tm:rlmulmgy, too much dependence on the
expatriaic consuliants, delay in recruiting the pmje;cl personnel, frequent changes of project
directlors, lack of M1S and inadequale mainlcﬁance,a;:n'ices and inability of BTTDB to mise
funds {rom the markel, stood on the way ol timely implemeniation of projects for

devilopment of the telecommunication of the country.

2.1.6 Fifth Five Year Plan (1997-2002 )

One of the main objectives of the Fillh Plan was to alleviate poverty through acceleralcd
cconomic growth and the creation of gainlul employment The average annual growth rate of
GDP during the Plan period is projected at 7 per cent. One of the prerequisites for aceclerated
cconomic growth of Bangladesh in a competitive environment is Lhe availability of adequalc
elocommunication services lor quick acquisition and dissemination of information, both

inside and outside the counlry.

Objectives:

The major objectives of the Filth Plan or the telecommunication was 10 @

a. ensure universal telephone services;
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b. cxpand the Ielccommunication infrasteucturcs in both the urban and rural arcas so as 1o
enable the providers lo give one klephone per 100 people by 2002 against the existing 0.39
telcphone per 100 people;

¢. expand the intemational iclecommunicalion circuits and ancillary facilities for smooth

snternational telecommunication operations both in urban and rural areas;

d. ensure telephone connection (o all industries, padicularly those located in Expon

Processing Zones( EPZs } and industrial cstates;
e, improve the quality of service;

f. develop neccssary lclecommunication network Lo facilitale cxpont of soflware, data

entry/data processing services and suppor the growth of infonmalics;

+

¢, encuurage competition between public and private sectors (o provide best scrvices at

customer's choice;

-

. attract foreign direcl invesiment {FDT);

1

i increase the role ofthe private seclor in telecommunication ; and

}. strengthen the Telecommunication Regulatory Board lor the-formulation of appropriale legal

and institutional Frames to introduce and sustain fair competition among the operators and to

protect consumer's interest.
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3.2 Regulatory Framework & Telecommunications Law for BTTB

The Ministry of Posls & Teiccommunications (MOPT) holds the responsibilily of scctor
regulation. The Telegraph Act ol 1985 15 the primary law govemning the sector and granted the
povernment exclusive power to establish and provide all lelecommunications services and
products. The Wireless Telegraphy Act af 1933 govems the operation of one way Radio
Communications, Paging and Radio services. The BT Ordinance ol 1979 provided BTTi3
the monopely rights and powers for issuing license for tclecommunications and wireless
corvices. In Oclober, 1995 Government of Bangladesh (GOB) amended the BTTR Ordinance,
1979 and tmnsferred the regulalory authority from BTTB o MOPT. The Bangladesh
Telecommunication Regulatory Commission (BTRC) was eslablished on January 31, 2002
under the Governmenl of the People Republic of Bangladesh. By Act no. i8 of 2001, as an
Independent Regulatory Cormission Presently B RC is the principal telecommunications
palicy maker. Other institutions, such as Ministry of Finance and (he Planning Commission are

also involved in policy making process.

To build up infrastructure and formulate rules & regulation to operatc ATTB were stronply
dependent on he acts and ordinance eslablished at different times. Thus the development of
BTTB and its control has been changed, improved and progressed al different times Lhrough
Jifferent act. 'Lhe overall quality of service and technology of BTTB thus also varied time to

time. Sa It is necessary to have briefidea about those acts.

The basic statulory framework relating to wlecommunication in Bangladesh consists ol

The Telepraph Act of 1885
The Wircless Telegraphy Act of 1933

The Bangladesh Telegraph and Telephone Boeard Ordinance of 1979, .
+ The Bangladesh Telecommunication Act, 2001

3.2.1 The Telegraph Act of 1885

The Telegraph Act of (885 is the primary slatute poverning Telecommunications in
Rangladesh. This Act granied to the Government exclusive powers 1o gslablish and maintain all
wpes of (elecommunications transmission  services and products. The Telegmph  Acl
cstablished other broad privileges and powers of the Govemment with respect to
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telecommunications, including right 1o grant or revoke licences 1o private parlics; seize licensed
Gaeilities and intereept messages in the event of public emergencics; issucs rules goveming the
operations of governmenl or privale licensed facililies; and exercise power of compulsory
acquisition over pablic and private propery. The Telegraph Act also laid down specific
penaltics for varicly of offenccs, including the illegal operations of facilitics: uniawful
increeption of messages: inlerference or damage to facilities; (heft of transmission lines;
annoyance or intimidation through the use of telecommunication Facilities; bribery and ather

misconduct by telegraph officers; and transmission of fraudulent or obscene messages.

3.2.2 The Wircless Telegraph Act of 1933 )

The wircloss Telegraph Act of 1933 applicd primarily to ﬂnc—wa:;f or broadcast services,
specifically radio and telovision {other onc-way tclecommunication services, such as paging,
are authorized under the Telegraph Act). Under Seetion 3 of the Act, posscssion of wircless
apparatus is prohibited, cxcept under the terms of a licence. The Wircless Telegraph Act
poverns the granting of licences to manuficturers and retailers involved in sale of radio
equipment, as well as the licensing of radio and tolevision receivers. Magisicrial powers arc

pranicd to certain ofhicials (o summon. Finally, the Govemmenl is authorized 10 issuc

regulations (o implement the provisions of the Act.

3.2.3 The Bangladesh Telegraph and Telcphone Board Ordinance, 1979.

By virtue of the 1979 Omdinance. both Lhe monopely fghts and the power to issuc licences, for
both wlecommunications and wireless services, were imnsferred 1o the BTTR. Scction § sels
out the [uncijons of the Board in very wide lerms, including exercise of all powers of the
Govemment under the Telepraph Act 1885, except lo make rules under the Act and fo
determine certain disputes with a Local Authority. The powers of the BTTB in practice
severely cireumseribed by the need to obtain Government approval under Section 8{i} and the
First Schedule of the Ordinance lor its capilal and revenue budget, and for many changes in the

cmployment conditions ol ils workers..

3.2.4 National Telecom Policy (NTP), 1998
The Straicgic Vision of the Telecom Policy is to {acilitate Universal Telephene Scrvice

throughout Bangladesh and where there is a demand, all those Value Added Services such as
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Cellular Mabile Telephone, Paging, Data Scrvices, Access (O Internet (including electronic
mail), Voice Mail, and Video Conferencing — all at an affordable cost without compromising

perfonnince.

I'e achicve the Vision, Government’s role as a service provider will diminish as the privatc
sectors role increases. The Govemment’s objective will be to creale a new policy environment
to support this new seenariv. Its ability lo creale policy, regulate and facilitate will be
strengthened through a new Telecommunications Act which reflects (he Govemment’s new
policies, objectives and  stratcgics and cslablishment of new  institutions including a
Telecommunication Regulatory Commission (TRC) which will become the guardian of the Act

and fuliill its regulatory functions.

The Repulalory Commission to be headed by a Chaimman, will be formed through a
parliamentary act. The Commission’s main funclion will be to issuc license © private
operators, conirol tariff, regulate technical slandard, preparce national numbenng scheme,
represent intemational elecommunication organizations and encourage investment in the
sector. The Commission will have an autonomous body and its chairman and olher members

will be appointed for a certain period.

According 1o Nationa! Telecom policy,1998, the broad Rangladesh Telccommunication Policy

objeclives are:

10 encourage orderly development of telecommunications sysiem that serves to augment

and strenpthen the sacial and ceonomic welfare of Bangladesh;

+ o ensure aecess to and delivery of a lul! range of reliable, reasonably priced, up to date
telccommunications services 1o as many people as is economically and socially
justifiable, both in urban and rural areas, thoughout Bangladesh,

« 1o enhanee the elliciency and competitivencss. at the national and intcmational leve!l of
Bangladesh Telecommunications;

« (0 rely increasingly on competition and a market oriented regime in Lhe provision of

telocommunication services and to ensure that regulation, where required, is cificient

and ¢llective,
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. io siimulate rescarch and development in Bangladesh in the field of lelecommunicalions
and to encourage innavation in provision of tclecommunication SCIYICES;

- to prolect the interest and respond to the needs, both social and cconomic, of users of
{clccommunication scryices,

+ Lo maintain apd promoie competition among service providers;

. o cocourare introduction of new services and to encourape inajor users outside

Bangladesh to establish places of business in Bangladesh.

The Government ol Bangladesh has plan o increase the number of telephone lines o 1300000

in the country from about 500000 now( in the year 1998) with in the next two years.

This will raise the ratio of tefephone lines to 1:100 from the existing 0.40:100 people.{ in the
vear | 998)

The policy has emphasized improvement of telccommunications system in the private seclor
and creation of a compelitive environment for expansion and improvement of the services.
Foreign investment in the seclor will also be encouraged. The private operators will play a
strong role in the sector in future and the Govemment will provide all necessary cooperation.
Replacement of the analog system with digital system will be madé within the ycar 2005 lo

improve the services and creats confidence amony the people.

The ratio of telephone lines will have 1o be increased (o 4:100 people within the year 2010, it
said. Under the long term plan privale scetor operations will be allowed in all arcas of

infrusiructure development afier the year 2010,

The laot that BTTR is a departimental enterprise, combined with its posilion as an enlerprs¢
through which imponant Govemment objectives are mct, it is unlikely that BTTB can achicve

greater antonomy under its current legal und regulatory status.

3.2.5 The Bangladesh Telecommunication Act, 2001.
The Bangladesh Telecommunication Act 2001 is the latest legislation under which the BTRC is

established with Lthe vesting of certain powers and regulatory functions in Telecom Seclor. This
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Act of 2001 has superseding and overriding cllect over ail olher laws to the extent they are

inconsistent therewith,

The Bangladesh Telecommunications Act 2001 afler ils enactment by the Parliament and
assented 10 by the President was published in the Dangladesh Gazette on 16th April 2001 and

was subsequently by a Gazetle notification pul into elfect on 31st Jannary 2002.

The Act aims at cstablishing the BTRC as an independent commission the legislative intent of

which has been manifested in its preamble.

The Bangladesh Telecommunication Act 2001 provides lor establishment of the BTRC, it's

powers und functions, offences and pumshment there under eic.
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CHAPTER 4

SERVICES OF BTTB WITH RECENT
PERFORMANCES

Tuable 4.1 shows the performances of the overall services of BTTE for the year 2003-2004.
Table 4.J; PERFORMANCE AT A GLANCE

SERVICE CATEGORY 2002-2003 2003-2004
TELEPHONE SERVICES
[ No. Telephone Exchanges 632 633
Bxchanpe Capacity 420993 Go6349
Felephone Connections 716721 BIO158
Publhic Cali oifice L 095
l Card Phones 1515 ISHU
TELEGRAPH AND TELEX SCERVICES
Wlﬂnd Telegraph Office 848 848
International Telegraph Oftice - al a1
Cnland Telegram{Messages} 282042 2684358
lntemational Telegram{Mossages) 6516 25377
“Telex Exchange Capacily 2000 ' 2000
Comecltons {Telet) 1230 925
GENTEX Scrvices{OTTice} 135 135 ]
INTERNET SLRVICES
Intcrnet Capacity {backbone} {o+d) MDPS {14+5MBPES
Lntgenet Conneclion 13500 15200
OVERSEAS CIRCUITS
Telephene 300 4171
VIT 09 09
DATA 52 226
Incremental - 1920
Leased Circuit 05 03
NATIONAL AUTO TRUNK
NWD Circuits Capacity 54943 64812
NWD Circuits Working 33781 42049

(Source: Annual Report 2003-2004, BTTS, Paged)
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with ali of its estabhished ifeastructures and Human resources al this moment BTTH is
providing basic lelecommunication services through out the country and alse providing carricrs
w0 communicate with the outside world, BTTD is also providing some value added services as
Dial-Up and lcased Line Intermet services, Intcrnationai Private Leased Circuil {IPLC)
services, Digital Subseribers Line (DSL), Telex Services and Packet Switch Data Notwork

(1PSDN] scrvices.

| ke ongeing services those are being offered by BTTB will be discussed briefly in the

iollowing ---

4,1 BASIC TELEPHONY

Al the cnd of 2003-2004 fiscal year Bangladesh T & T Board had 638 Telephone Exchanpes
with & tolal capacily of 966,349 lincs. BTTD started operaling digital local exchanges after
stallation of six NLO-NEAX 61T exchanges in the Dhaka Telecom Repgion Network in 1990-
9] fiscal year wilh initial otal capacity of 26,000 lines. Upto 2003-2004 financial year Seventy
cight(78), Forty cight{48), Sevenly ninc(79), Twenty {ive(23), twenty five(25) and Sixicen(l6)
local digital cxchanges were instailed in Dhaka (South/Nerth/East ), Chittagong, Khulna,
Rajshahi, Rangpurand Sylhet 'l elecom Regions respectively. These were supplied and instalied
by WEC(Japan), Alcatel{Francel. laltel(Ilaly}, Ericsson(Sweden & Mexico), Netus( Murkey),
(iDt{Chaina) and ZTE{Chainaj.

Exchange status of BTTB as on June 2003 and June, 2004 are given in the following Table 4.2

and 'U'able 4.3 respectively
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Table 4.2

BTTE telephone Exchange Status as on 30 June, 2003

. Capacity Conncetion Peading demand
Reglon Type [ Number {No. of Lincg) (Na. of Lines) | {No. ufgLincs}
Magneto 06 534 %7 3897 |
ex: 02 200 166 Lol
Dhakals) Autofanalog) 04 1800 1409 iy
Avto (digital) 13 164053 138659 niag
| SUB IOTAL 27 167437 140717 24625
hagncto 37 2649 1408 1057
C.B 03 750 736 736
Drhaka(N} Aulnlanalop) 02 400 279 112
Auto {digital) 37 244407 191203 484521
SUD TO AL al 248246 134429 51116
Mugneto 04 344 312 599
C.B 040 {0 {0 00
Dhuka(E) Autofanalon) oo o0 0q 0o
Aule (digital) 24 95300 $7506 34336
SUB TOTAL 28 G5344 g7318 34935
Mugrneto 73 4167 3130 414%
C.B 28 4711 3041 4214
Chiltagong Aulo{analog) 1§ 5120 3754 2086
Aulo (digital) 17 125204 101115 33753
5B TOTAL 146 [ 39262 [ 11940 44201
Magneto 53 3418 3185 1107
B 30 5305 4390 1525
Khulns “Autnanalug) i9 6F00 4820 1614
Auto (digital) 73 114605 73427 10486
L SUB TOTAL i75 130128 BSO22 14432
Mapheto 22 1652 1051 924
 Cn 13 1875 1390 1236
Raishahi Aute{analop) 02 3OO 468 621
Auto (digital) 23 44908 28373 5396
SUR TOTAL 02 48935 J1282 177
Magneto 15 1853 1532 IR7
cB 19 25H) 2031 gl
Kanppur Aulgfanalog) {6 2600 2051 753
Auto (digitaly 25 41575 30214 5288
SUB TOTAL 335 45870 35484 7329
Mapgneio 22 1530 1298 14935
C.B 09 1690 1129 1460 |
Sylhet Auto{analep) 02 1600 359 1187
Auto (digitaly |5 gl 26470 12955
SUB TOTAL 45 42221 29763 17037
Magngto 152 16149 12242 13904
Country C.B 107 17111 13803 10113
Total Auto{analop) 53 18430 13640 63592
| Auta (digiraf) 240 R68931 677036 171243
GRAND TOTAL { 652 220993 71675] 201852

(Source. Anntial report 2003-2004, BITE, Page 7-8)
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Table 4.3
BTTB (elephone Fxchange Status as on 30 Juoe, 2004

. Capacit Connection Pending demand
Replon Type Number | g, qu}:i.ncﬁ] (No. of Lines) | (No. of Lines)
Mapnelo 0 534 g7 3496
C.i 02 200 L 66 225
IMaka(3) Autefanalop) {H 1800 1374 517
Auto (digital) L3 1 68513 155748 16293
SUR FOTAL 27 171037 157675 20536
Magnelo 35 2307 1908 1057
C.B3 (5 61 587 643
Dhaka(N) Autotanalos) 02 400 272 65
Audo (digital} 39 256405 227603 29253
LB TOTAL Bl 299722 230370 31020
Magneto 4 344 321 709
CR an i} ) : 0l
IDhaka(E) Auta{unalop) (M 0o {H 1]
Auto (digital) 24 116500 101676 34395
SUB TOTAL 28 | 116855 101997 35104
| Magneto 55 4143 3147 3739
B 18 3083 25688 2331
Chitlapony Audofanalowg 13 3300 2037 1706
Auto {digilal) 45 130463 116337 45654
508 TOTAL 134 142389 124829 53430
Magmeto 50 2078 1975 &2
< 20 4947 3873 1398
Khulna Autofanalog} 14 5800 3577 1108
Auta (dipital) 79 116416 #2340 SROS
UG TOTAL 172 13071346 91774 apls
Mapnclo 21 1283 926 381
CR 14 1975 1380 1244
Rajshahi Autc{anabog) 02 BQO 392 618
Autle (digtal) 25 46005 31368 4232
SUR TOTAL 62 30063 34060 6975
Magneto 35 1790 1370 172
(Wt 14 2294 1810 557
Rangpur Autolanalog) 06 4100 2349 763
Auto (digital) 25 41576 31z 1378
U8 TOTAL 35 497872 3664 | 3170
Magneto 232 1880 1276 1710
C.B {4 1690 1134 1562
Sylhat Auiofanalog) 02 1000 574 1278
Auto (digital} 16 41826 29522 8464
SUB TOTAL 49 46820 32806 13014
Mapneto 225 46396 11310 13904
Country C.B 96 15259 11638 10113
Total Auto{analop) 43 © 17700 11495 6592
Aulo (digHal) 21 Q176960 TI5713 171243
GRAND TOTAL 638 i 066344 B1O158 172232

(Source: Annual report 2003-2004, BTTB, Fage §)
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4.2 PUBLIC TELEPHONE SERVICES

Several years back public tekephone services used o be provided through coin boxes in the
urban arcas and land ling/ wircless Public Call Offices (PCOs) in the rural arcas . Scrvice
quality of these public telophones had been [ar from salisfactory according o Lthe annual repori
of BITB fRef 1]. To improve the public telephone service, Card Phone systems were
iutroduced in 1992 with programs of eplacing the old coin boxes and P.C.0's. By June 2004,
about 1,507 card phone booths were installed in different pans of Lthe country. All card phones
have aecess to nation wide dialing while 271 of them have inwmational direct dialing facilily.
Due 0 belier and casy public accessibility 1o telephonc this cardphone service has become
popular in the country. A massive progmm of installing card phones has heen Laken to cover all

thanas and rural growth centres of the country.

43 TELEGRAPH SERYICES

Telegraph system, the oldest means of (elecommunication service, is lposing impodance
sraduatly due 1o introduction of mere modem iclccommunication systems. In the fiscal year
M03-2004, ihe total number ol domesiic telegram message was 268,438 and thal of
international wlegram was 25,377 while in the fiscal year 2002-2003 total number of domestic
telepram message was 282,042 and that of international telegram was 36,516, In The fiscal ycar
20613-2004 number of Telegraph ollices was 849.

4.4 TELEX SERVICE

‘The first digital Telex exchange in Bangladesh was established in May 1981. At the cnd of
fiscal year 2003-2004 the lotal line capacity of telex exchange was 2000 and the number of
subscribers was 9235 while ut the cnd of the fiscal year 2002-2003 the total line capacity of the
(elex exchanpe was 2,000 and the number of subscribers was 1,230, Introduction of FAX and

modemn systems has rendered the growth of telex service declining.
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4.5 GENTEX NAD BUREAU FAX SERVICE

GENTEX service was introduced in 1989 and later an Bureau Fux service was introduced. The
number oflices providing GENTLX scrvices are 135.Through this service the telegraph olTices

are inledinked.

4.6 NATIONWIDE DIALING (NWD) SERVICES

In 1983 Bangladesh T & T Board installed the National Aulomatic Long Distance Telephone
Dialing Sysiem employing NCAX-61c version of NEC cxchange to link ail major cities of the
country. Belorchand there were Subscriber Trunk Dialing (ST} scrvices based on Analog toll
switehing system to link few citics ol the counlry with Dhaka. By June 2004, 237 slations
including all 64-district headgquarters and |73 Upazillas/Growth Centres were brought under

this system Tota! 42,049 NWID circuils were working by June 2004,
4.7 OPERATORS TRUNK DIALING (OTD) SERVICLE

This service has been introduced recently all the upazillas to pet access 1o the upazillas by
direct diading up to the OTD numbers connected in upazitlas where (here is no autpmatic
telephone exchange. In this system ong or Lwo telephone numbers of district automatic
(clephone exchange are eatended upto upazilia ievel through UHF radio links. The telephone
opetator of the manual telephone exchange can, through these numbers, connect subscribers of
the upazilla with any subscribers of the upaziila of other auto exchanges of the country by

dialing respective NWD codes.
4.8 TRANSMISSION SYSTEM OF BANGLADESH

l3angladesh is a riverine country snd the country’s long route lransmission systems are mainly
composed of microwave, UHL and VHF radic links. The usc of optical Fiber is presently
limited within some city areas for inierconnecting local cachange and Remole Swilching Units
(RS in Multi Exchange Network. All these transmission systems arc operated by BTTB. All
Ihana headyuarters {the smallest administrative units) arc connecled with their respective

distriets through UMF links. Most of such UHF links are now digital radio system, Some of the
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district hcadquarters are connected through digital UHT links. Major Microwave radio link of

BT11 is listed in Tabled.4 and illustrated in ligure 4.1.

Table 4.4

Major Backbone Microwave Links as on 30 June, 2004,

MADE

Radio Channel
LINK TYPL
Capacity BY
Dhaka-Narayangani-Hajigonj-Begumgon]-Chitlagong, Analog {800 NEC
Dhak:1-Md11ikgonj-Faridpur—Magur&—JI11nnidah—l(ushtiu Nigital 140 Mbps Fujitsu
Dlzaka-Manikpor-Fandpur-Magurshinaidah L ifia-Jessore-Khulie Digilal STM™-1 Noitel
Dhaka-B Baria-Moulavibazar-Sylhet PDOH 140 Mbps Alcatel
Dhak-Tangail-Mymenshingh PDH 140 Mbpa Alcatel
thola-Barishal SDILRD 5TM-] 155 Wbps Hlarris
Harisal-Jhalakhati SDILRD STMH 155 Mbps Hartis
Barisal-Potuakhali-Khepupar SDH RD 5T+ i55 Mbps llarris
Khulna-dMonglapont PDH B Mbps Harris
Khuina-Barisal digital 34 Mbps JRC
Khulna-Gopalgan] SDH RD 5TM-1 155 Mbps Iaris
Rajbari-faridpur-Sadarpur-madarpur-$hariatpur Digital STM-1 Harris
Bugm—ln}rpurhat—Phulhari—Dinujpur—Thukurgaun Analog 260 Fujitsu
Rajshahi-MWulore-Chuadanga Analog 260 Fujitsu
Bagra-Phulbari-Rangpur Analop, 960 Fujitsu
Bogra-Naopaon-Natorc-Rajshahi Digital STM-1 Norel
Chittagong-Satkania-Chiringha-Cox s Bazar Digital 155 Mbps Harris
{:hitagong-Betbunia Digita! 144y Mbps Alcatel
Chittagong-Cox "sDBazar Digital 34 Mbps JRC
Chittugong-Satkania-Chiringha-Cox’sBazar Analog 60 GDT
Satkunia-Bandarban Digital 155 Mbps Hartis
Betbunia-§ubcharri-Rangamali Analog o0 ZOT
L(jnmiHu-Hajigunj-Chandpur 1igital 34 Mbps Alcalel

(Source. Annual report 2003-2004, BTTA, Page I1)
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Microwave link of Bangladesh
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4.9 OPTICAL FIBER LINK

High capacity Optical Fiber System with super link is in operation in the country from the year
1998. Optical fiber Networks between Dhaka-Chittagong, Dhaka-Mymensingh, Dhaka-
Brahmanbaria, Lakshipur-Maizdi-Choumohani-Feni, Kushtia-Mcherpur-Chuadanga & Bogre-
Panchagarh { Along with supcrlink Rangpur-Nilphamari, Rangpur—Kurigram, Rangpur-
Lalmaonirhat, Nelrokona-mymensingh-Sherpur, Pabna-Simjgonj, Rngamati-Betbunia, Khuina-
Satkhirs) have been completed by Junc 2004, The installation work of Optical fiber Networks
hetween Dhaka-Bogra & l3rahmanbaria-Sylhet are in progross. Afer completion of this
networks by the end of 2005, B1TI will have a complete backbone optical fiber network from

Chittagonyg to Panchagarh & Dhaka to Sylhet.
4.10 OVERSEAS COMMUNICATION SERVICES

There are four satellie carth stations with three intemational GateWay Exchanges through

which international telecommunication service is provided in Bangladesh..

2.10.1 SATELLITE COMMUNICATION FACILITIES IN BANGLADESH

A single telecomimunication satellile in peo-stationary orbit 36,000 Km above the canth can
provide telecom services 1o onc-third of the entirc world. Advanced digilal transmission
technologics and more sophisticated use of radio wave in recent years have facilitaled large
volume of satcllile transmission around the globe. To facilitahl: transmission of incoming and

outgoing overseas calls through satellite BTTR has csblished 4 Earth Slations till to date.

The frst carth station was installed at Betbunia near Chiltagong in 1975. Al presend
896(voicel87+VIT 3+Dalat) intemational circuits with 11 countries are working through this

carth station .

The secand earth station was installed in 1982 at Talibabad. At present 361(voicedS8+VET 3)

tnernational circuils with 2 countries are working through this earth station.

‘The third canth station which consists of largest Inlemational circuit facilities was installed in
1994 at Mohakhali in Dhaka. Now 2, 929( Voice 2,706+ VET 4--Data 21%) international circuils

wilh 17 countries arc working Lhrough this station. »
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The fourth earth station has been cstablished at Sylhet in 1995 by British Telecom assistance o
facilitzie only BT-Sylhet traffic. 120 Intemational circuits are working through this carth

station .

These carth stalions working with different INTELSAT satellites located in the Indian Ocean

Repion.
Table 4.5
Description of Satctlite Earth Stations
Earth | Standard ! Fusitinu-i Carrier | Voice | VFT | Data | Total|
| L n
Sta Hon 1|
' Betbunia '5 A T 60°E i " IbR | 887 | 3 6 | 896
._._.I_ P —— e g d ] Y ——— P e m— ] %P R ——— . I
' Talibabad i B 60° E IDR 358 | 3 o |36
! o R R R |
iMﬂhakhali‘ A 66° E DR 7706 | 4 | 219 |2929
Syhet | F3 | @°B | IR 120 | 0 | 0 | 120
1 : —

(Source: Bitp:/www. bith.nel.bd date30/11/05 and annual report 2003-2004, BTTB, page 13)

4,102 O¥ERSEAS COMMUNICATION TH ROUGH MICHROWAVE
1here are two microwave links, one is Dhaka- Calcutta the other is Dhaka-Nepal, for overseas
communication. Dhaka-Calcuita link has 59 voice circuits and one VFT channel, On the olher

hand [Yhaka - Nepal Microwave link has 12 voice channels.

110 3INTERNATIONAL SWITCHING CENTRE

International switching centre{I$C) arc mainly responsible for immediate selecting and
connecting the appropriate ¢ircuit for incoming calls and sending the necessary informatien to
the receiving country’s switch o complete he calls. At present BTTB has three inlemational
switching centres {J$C) of which two arc located al Moghbazar and one at Mohakhali in Dhaka
City. ISCs of Moghbazar are of lype NEAX-61K and NEAX —61E and 15C of Mohakhali is
NEAX - 61 E iype. These swilching cenlres are also called [TX( Iniernational Trunk

Cxchange).
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4.30.4 INFERNATIONAL OPERATOR ASSISTED CALLS

Persen to Person Call

An opentor assisted calls for placing cal! 1o a specific person; Charges do not begin acguiring
antil the desired party is reached and the caller is not bilicd if the parly docs noi answer.
BTTI’s standard mle applics for the first three minutes and additional two minuies charges lor
.1 lacilitics.

Tclephane to Telephone call

An operalor assisted call for plucing call to an specific ielephone number is also available, The

mintmum charge for this call is three minutes.

411 INTERNATIONAL MARITIME SATELLITE COMMUNICATION

INTELSAT Satellite links Mxed Farth Siations for overseas commun ication while INMARSAT
(Intemational Maritime Sateliitc Communication} provide mobile communication services for
ships and airerafls. This scrvice make it possible 1o get in louch with vidually any location
around the world 74 hours a day with high quality communications ranging from telephone &
welex 1o facsimile and data communication. Recent development of portable terminal has made
it possible for customers to lake advantage of INMARSAT service from remote locations also.
Till to datc BTTB has Ove INMARSAT-A Terminals operating through LES (Land Carh

Station) located in Jeddah.

4.12 DATA COMMUNICATION SERVICE

4.62.1 INTERNET SERVICES

FTTB is now providing Inlemet access services. The services include dial up access service,
leased access services for enlemprises, access for local 1SPs, mail, Web hosting and .bd namu
registralion and DNS services. Subseribers in all 64 district head quariers and upazillas having
Digital Telephone facility is now under intemet coverage. It has backbone connectivily of 242
Mbps with teleglobe, Canada and another 4+2 Mbps with C&W, UK. Recently another 8+1

Mbps backbone wilth Intelsat came into operation.
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4.12.2 PACKKT SWITCH DATA NETWORK {F5DN)

Bangladesh ‘I & T Board has installed an X.25 Packet Swilched Data Network al Dhaka & 5
ather citics namely Chittagong, Rajshzhi, Bogra, Khulna, and Sylhet. This nelwork calers
services for three types of subscribers, These are X.25 leased line, X.28 leased and X.28 dial up

subscrber,

intcr-city connectivity has been provided through Microwave {existing analog and digilal) and
inlemational gateway connectivity has been obtained through Mohakhali Satellile Earth Station
laking one 64 kbps circuit with VSNL {Videsh Sanchar Nigam I.imited), New Deihi. Al prosent

the number of subscribers for different type of services are as in Table-VIIL.

Tuhblc 4.6
List of PSDN Suhscribers

5. No.  Type ol Subscribers ‘:Nu_rr-tber -Df.

iSubscribcrs',
i, X 25 Leased Line 50 :
2. X 28 Leased Line .30 '
3. X .28 Dial Up BT

{Source: B1TE web site—hitp:Hwww. bib.net, date 301105 )

4.12.4 DNGITAL SUBSCRIBER LINE (DSL} SERYICES

Very recently BTT has installed DSL nodes at 5 exchanges in Dhaka and 4 other places
namely Chittagong, Sylhet, Khulna and Bogra. 1 hrough this netwerk BTTD is providing high
speed point to point data line (64 Kbps to 2048 Kbps) using voice grade copper cables, Alrcady
some of the Banks and Corporate Offices liave taken this line. The performance af this network

is very much satisfactory.

4.12.5 INTERNATIONAL PRIVATE LEASED CIRCUIT (II'L.C}
BTTD is also providing high-speed inwmational point 0 point data circuit for corporatc

networking through out the world.
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4.13 INTERNATIONAL YSAT SERVICES

Very Small Aperture Terminal (VSAT) - A small carth station having dish antenna of typically
06 1o 2.4 melers in diameter is designed to handle voice, data and privaie line video
communication. Terminal is located at cach end and communication is cstablished through
peastationary saleliile (in this region ASIASAT). As a satellite based solution, VSATs arc
amall and easy 1o install. A YSAT network can be expanded or modified as the users business
needs change and grow. BBanks, insurance companies, nows bureaus, educational institutions all
those and more can be linked across continent. VBAT is allowed 1o communicate only in
corparale data cormmunication and cannot be lerminated te any puh:lic switched lelephone

nctwork.

To facilitale high-speed paint Lo point dala communication lacility throughout the world for the
cubscriber. BETE took nocessary sieps in 1996 o install VAT in Bangladesh. BTTH made an
agreement with Pak Datacom to install and operate VSAT in Dangladesh on 5 ycar BOT
{Build, Operatec & Transfer} basis, Under this arrangemcent Pak Dalacom will supply, install,
pperat and maintain VSAT in Bangladcsh on behalf of BTTR. By June 1997, five subscribers
were given VSAT daw based circuits. Subscribers are charged a fixed monthly rent for each

VEAT cireuil,
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CHAPTER 5

ANALYSIS OF SERVICE QUALITY OF BTTB

5.1 Survey Methodology

A survey has been conducted on the various parameler or criteria of service quality. For this
survey a guestioner has been preparcd on the basis of the service quality criteria those have
been mentioned in chapter 2. There were in toal 32 questions i that questioner and of them 30
questions were multiple choice types and other two were for written opinions of subscribers on
service quality and improvements of service quality of BTTB. The questioner was delivered to
around 160 subscribers of different occupations. Sixty (60} questioners were distributed via e-
mail and another 100 questioncrs were distributed dircetly in printed form. One hundred and
‘'en (110) subscribers gave their opinions lowards dilTerenl criteria of service quality. Twenly
two (22) subscribers wave opinions via ¢-mail and rest of the subscribers gave opinions in
written. The subscribers were chosen randomly. So the therc were variation of opinions
strongly. Subscribers” opinions towartds service quality of BTTB will be mentioned crilerion

wisc in this chapler graduaily in percentage.
The survey questoner is attached in Appendix A.
5.2 Cusiomer Service Quality

5.2.1 Tangible Featurcs .

langibles comprse of physical facilities, equipment, personnel, and communication materials
of BTTB. These tangibles things are considered as criteria for service quality because a
customer can be ¢nsured 1o have prompt and effigient service from BTTD with the proper and

suflicient availability of those (catures.

Table 4.1 shows the dilferent physical facilities that that BTTDB have. Though telephone

capacity is poor, the tolal ne of exchanges are not much less in comparison with (otal
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connection. According to Table 4.1 during fiscal year 2003-2004 BTTB had 638 exchanges
with lotal capacity of 966349 telcphone lincs. The average lines per exchange = (366345/638)

=1514.65, which is not much more for a exchange o mainlain properly.

Bangladesh I' & T Board (B1TB) is run as a Govemment cstablishment under the Ministry of
Pasts and 'Telecommunications (MOPT). The Board comprises of 1 (one) Chairman, 4 (four)
full time Members and 3 (three) part time Members, all appointed by the Govemment of
Bangladesh. As per annual report 2003-2004 the iotal revenue posts of BTTB are shown in
Table 5.1,

Table 5.1: Toial Reveoue Post of BTTB

Three are 19,409 difTerent calegories of revenue posts (werking position) in BTTB which are
clussified into following four(4) classes

Class 1 Service : 740 Posis
Class I Service : 549 Posls
Class I Service : 14380 Posts
Class [V Scrvice : 3740 Posls

Totad : 18409 Posts

(Source: annual report2003-2004, 8TTB, Pageld)

I'herc is no written and accurate data for the posts which arc filled out at present because many
employees are working outside BTTB in depulation or lien. But acconling © the rough
cslimate, mentioned by the engineers of BTTB inierviewed by anthor, around 200 posts are

undilied in class 1 service,

L]

Table 5.2: Survey Result on Persenacl

. . . Subscribers opinion in
Propaosition (Question-7} Opinions Percen;g e
BT has sufficient well | Yes 30 %
and capable technicians and | No 48 %
engincers | Don’t know 2%

5.2.2 Service provisioning
The overall infrastructure and capacity show the service provisioned by an organization, In casc
of BTTH tic infrastructure is very much systematic in a word but in lrue sense the capacity is

very low in respeet of the population of Bangladesh. , BTTD has over 9 lakh fixed connections
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f1] but mainly based in the major cities and lowns. Haﬁ-giadesh has a low tele density of 0.7%

phones por 100 people. According lo the BTTD Annual Report 2003-2004, total exchange

capacily is 966449 (ciephone and no of exchange is 668.

Tabie 53: Survey Result on Telephone Capacity

Subsctibers opinion in

Proposition (Q-20) Opinions Percenlage
i ™ e ¢ 1eleoh Very Poor 14 %
, Lx cap;{:.,ully 10 e locphone Foor 77 %
lines of BT TR is .......... _
Sufficient 2 %

5.2.3 Planning

BTTB has a full phasc planning division which is cailed Planning and Development {P&D)

Depariment The erganogram of this department is as below

Orpanogram of Planning & Development Depariment
(Source: annual report2003-2004, BITH, Page 4}
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Though BT 11 is not yel a monopoly business in telecom fickd, still BTTD does not bother
about ils sclling or marketing as the demand of telephone is much more than the capacity. So
the planning is mainly based on cxpansion of connection, improvement of the wchnology,

facilitics and overalt planning.

5.2.4 Subscriber’s Satisfaction
Subscriber’s Satisfaction is the key parameter of quality of service for any telccommunication
service provider and so for BTTH too. For the smooth operation and progress of an

organization like lelecom seelor it is necessary (o make customer satisfied.

The dictionary defines “satisfaction™ as “fulfillment” or “gratification.” Dot what we sce in
practical is that there are so many dilemmas between any conjunction between a costomer and

IITO authority.

According (o subscribers™ opinion getting a new conneclion of lelephone from BTTD is very
uncerain. Also subscriber has to be harassed to resolve the problem sometime. On the other
hand il also true that due Lo fack of telephone line, teehnicians and engineers the prompt service
iv not possible to deliver all the time, Survey result shows that 46% customers arc cither
satisfied or fully salisficd. A considerable percentage (45%) ol customers are not sulished to

their expeclations.

Table 5.4: Survey Result on Telephone Customer Satisfaction

i, . Subscribers opinion in
> .
i*roposition ((-1) Opintons Percentage
Fully Satisficd 11%
Any subscriber is Samﬁcd. 33%
Less Satishied 45%
Not Satislicd 9%
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Survey Result on Telephone Gustomer
Satisfaction

O Fully Satisfisd
N Satsfed

O Less Satisfied
O Mot Satisfiod

Figure 5.2

5.2.5 Reliability
[Reliability is another important parameter of quality of service for telecom secior, Reliability

refers Lo ability to perform the promised service dependably and accurately.

Table 5.5: Survey Result on Reliability

L N Subscribers opinion in
Proposilion {Q-2) Opinions Percentage
YES 41 %
L] k]
DT TR is reliable NO 6%
No Commendts 17 %
| Should be morc reliable 36 %

On reliability the majority customer {59%) have reservation,

Duc o the impact of monopoly the employees, especially those at lower level have direct
nteraclion with customer, had become corrupt and unreiiable on performing their task. Though

at present the monopoly is broken by substitute scrvice, their habit has not changed fully.

5.2.6 Simplicity
The technology should be easy to adopt and use for both operator and the end uscr .As for

example making the subscriber understand the difTerent condition of phone ling BTTD use
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different lones and announcement such as . ring tone, ring back tone , busy tone, busy
announcement., howling tone, lock tone etc. All these are very uscr friendty tor the subscribers.
However, Lhe survey results show that 48% of the customers do not consider it that fricndly.
This probably due to the fact thal the cusiomers arc relatively less technology oriented, typical

ol developing countrics with low literacy rate.

Table 5.6: Survey Result on Simplicity

Proposition (-4 & Q-22) Opinions Subsc;::crzng;mn "
User friendly 52%
The echnology used in end user | Problematic 11 %
side Drifficult 5%
Mot Suitable for all 2%
HTTR 1efephone is betler than any | Yes 30 %
nther way ol lecommunication in | No 17 %
respect of simplicily Mot suie 57 94

In terms of simplicity it seems Lhat substilule services arc better than BTTBs service. Mobility

and conncetivity is probably more demand oriented service .

5.2.7 Support and respensiveness and courtesy

I'his crilcrion says that the employecs should have willingness (o help customers and provide
prompt service. Courlesy ie. politeness, respecl ness, consideration, and fiendlincss of conlact
personnel. It is vary from man o man. A well educated person must be well mannered. In
BT11 some employees, especially lower level employees scem to have improper power and
they do not know well courtesy. So subscriber can not be pleased with the aftitude of overall

personnel of BTTB. This is a lack of BTTB's service quality for customer.

About 90% of the customer thinks BTTB employees are unfriendly. Even talking lo them is not

a happy cxperience of aboul 74% of the customers.
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Table 5.7: Survey Result on Support & Responsiveness

Propaosition (Q-8 & Q-11} (Opinions Suhsc;::;rznnl:g:mn n

fricndly and try to help as o

The employecs of BTTD are | much as possible 10 %
more or less oo | rude and always acting busy 42.%
No Commentis Il %

very strict in rules and regulation 17 %

Lasier b %

Talking 1o an employee lor | not easier 59 %
resolving problem is.... “friendly and havc help Line 20 %
Not friendly and have no helpline 15 %

528 Credibility and Honesty

Credibility refers to trustworthiness and believability of the service provider, The survey shows

that DTTDB is not credible and honest cnough. About 62% of the customners feel that BTTD is

credibly provided the service. But for a country full of corruption, dishonesty and poverty it is

inappropriate 1o blame an organiration strongly.

Table 5.%: Survey Result on Credibility & Honesty

. .. Subscribers opinion in
- L
Proposition (Q-9) Opinions Percentage
- 1]
BITB provide its servico ":Cb 6%
with proper credibility and No 38 %
honcstly Morc or less 56 %

5.2.9 Security

In analog system the security syslem was very lose. n digital system there are many technical

provisions for giving sccurity. But the survey shows the phone is nol fully free from cross

connection, illegal ling conncction and wrong number. Disturbances occur mainly due to

unseeured necked drop wire.
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Table 5.9: Survey Result on Securiry

Proposition ((-10) Opinions Subsc;:cr: n?;;:; o 1
BT wlephone service yes 9 %
SECUEES 10OMm Crosh Not sure 5%
connection, wrong number | Not fully 65 %
connection or illegal line No 21 %
comneelion

5.2.1¢ Nilling
Billiny sysiem and charpe are the most important parameler of service quality. The rate should

he economic for all elasses of subscribers,

Dilferent calt rate for DTTB Lelephone service will be mentioned below. Before (hat it is
imponant to mention that at present BTTIY has multi metering system in place. The rates those

are mentioned below arc cxcluded from VAT, The govemment VAT is 1 5% for every mte.

Local Call rate:

According 10 B'I'TB authority any call below 100 km is considered as local call. In generally
local call is considered within same melropolilan area and wilhin same exchange. But
according to stralegic plan this rule has violated somewhere .For cxample though Gazipur ,
Savar and Narayangonj are not within Dhaka metropolitan area, any call within those area and
with Dhaka are considered as local call So below 100 km can also be considered as NWD if
the arca does not occupy same metropolitan area. The routes for local and NWD call arc

mentioned in (he software in every cxchange clearly.

The charge for local call is 1.50 TK per pulse for all the time in a day. But in peak hour (8 AM
to 10 PM) 5 minutes are considered as | pulse whether in ofT peak (10 PM to § AM} hour 7
minutes are considered as 1 pulse. This charge was cstablished afier introducing the multi
melering system. Before that in case of non mull metering system there were no pulses. The

charge was 1.50TK for one call and ene call meent infinile time.
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Internxtional (1SD) Call rate:
BTTB is the only authority in the country to originate and terminale calls for oulside the
country. Bul now a days some companics are doing illegal call termination which is reducing

the inemational call revenue of 3TTHB vasily.

Table 5.10: Internatienal Call rate

Standard Rate Off Peak
Group Country
(8 Am to 10 I'M) (10"°M to 5AM)

India, Pakistan, Nepal, Bhutan,
Matdwips, Srilanka, Thailand,
Group-1 Hong Kong, Singapore, Malaysia,
UAE, Saudi Arabia, Qalar, | 18 TK per Minute 15 TK per Minute
Bahrain, Oman. Kuwail, Indonesia

. All other countries of ASIA
those arc not listed under
group-|

Group-2 2. Upited Kingdom, France, ltaly,
Netherlands, Australia. 24 TK per Minuie 18 TK per Minulc

1. USA, Canada

1. All other countries of Europe,
Avstmatia and Norbh Amenca
those are awol listed  onder

Giroup-3 gmoup-2
2. Countriecs and Islands of | 27 TK per Minulc
Pacific Qccan 21 TK per Minute

Countries  of  South  Amctica,

Ciroup-4 ) ) 30 TK per Minute 24 TK per Minute
Afrca and rest of the countries

(Sonrce. BITH Telephone Index 2003, BSC Telecom Avsuciation, page 216)

NWD Call Charge:
From 2002 BTTB gave NWD facility to all digital telephone. Table 5.11 shows the NWD call

rates.
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Tahle 5.11: NWD Call Rate

| Peak Hour OA[ Peak Hour
Distaatce
{8 Am to 10 PM) {10PM to BAM)
0-100 Km 300 TK per Minuie 1,50 TK per Minute
100 Km and above 4.00 TK per Minute 3.00 TK per Minule

(Source* BTTH Telephone Index 2005, B5C Telecom Association, page 217)

Economy 18D
B3TTB arranged a special rate for calling o only 10 countries with a special code such as 012
This 15D call is called economy ISD. Any telephone which has at least NWD facility can have

this cconomy I1SD facility.

Table 5.12: Economy ISD call rate

Countries Call Rate

Fixed- 7.50 TK per Minute

Ausiralia, France, Germany, Italy, England
Mohile- 18.00 TK per Minute

Fixed- 7.50 TK per Minute

USA, Canada, Hong Kong, Malaysia, Singaporc

Mobite- 7.50TK per Minute

(Seutrce: BTTH Telephone Index 2003, BSC Telecom Associarion, page 216}

Internct Charge:
I3TTB has high speed internet facilitivs than other 15Ps and the rate is also less. The rales for

intemut use are attached fully in Appeodix B.

In every cachange there are cerlain slorage devise for sloring the bills. The storage devices arc
magnetic Lap. optical disk, hand disk ete. Not all the exchanges have same slomge and retrieve
system. Dills are gencrated with the process of specified soflware installed by the respective
vendors ol the switching system. The belles are generaled in cumulative basis . The exchange
in charge enginecr maintains the bill regularly. His one of the mast important duty is 1o collect

(he bill from the respected storage device montlily and send the bill to the revenue oflice at the
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end of cach month so that revenue ollice can process the bill for the subscribes in time. In
revenue office the bills are processed by subtracting the wtal bill achieved in last month from

the bills achicyved in respective month

Table 5.13; Survey Result on Billing

Proposition {(3-12, 14,13, . Subscribers epinion in
Opinions
i, 17,) Percentage
Costly and not appropriate 23%
ocal Call Ratc Mot costly and appropriate g %
Economical & reasonabie 63 %
No comments 6"
Costhy and not appropriate 20 %
NW L Call Rate Not costly and appropriate 19 %
Economical & reasonable 61 %
Multi melering system i Yes 52 %
helier then non muiti No 16 %
melering system No Comments 32%
Yes , always 28 %
Subscribers pet bill No 9%
accurately Most of the time 51 %
Some time 12 %
Yes . 46 %
Subscribers get billing copy | No 16 %
regulary Sometime 29 %
Not sure 9%

The survey results show that 7t% subscribers are salisfied with present local call rate .But in
case o NWD call rate 80% arc more or less salisfied . Perhaps Lhe huge reduction in call rate
in NWD make customers satisfy.. Only 9% cuswmers have objection about the accuracy of

billing and only 16% subsctibers have complain against the repularity of getting billing copy.
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Although non muliimetering system is more cconomical for customers, 82% of cuslomers arc

nol against Lhe multimelering syslem.
5.2.11 Profitability

service should be prefitable for the smooth opertion and proper cxpansion. Actual rcvenue
collection for the financial vear 2003-2004 was TX 15,311.47 millicn apainst the budgeted
evenue of TK. 17.020.00 miliion. There was a shortage of TK.1708.00 million from the
budgctcd amount. This coliccled revenue was 0.99% less than the collecled revenue of 2002-
2003 financial years. In the fiscal year 2003-2004, NWD & some ITX call charges had been
reduced. In spite of substantial reduetion of traffic, BTTB could achieve almost similar level of

prolit as the previeus year..fif

Table 5.14: Survey Result on Profitability

Propasition {(Q-21} Opinions huhscngcrzng!‘é: on 1
BTTRY is Profitable Yes 70 %
prgunization of Govemment | No | §%

Don’t know 22 5%

Table 5.14 shows that the perception of the cuswmers as the profitability of BTTB Customers

pereeplion is close to the real situation as showr in Table 5.15.

A comparison of revenue collection, expenditure & surplus for Lhe [ast five years from 1999-

2000 to 2003-2004 arc shown in lable 5.15
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Table 5.15

A Comparisen of Revenoe Collection, Revenue Expenditurc and Surpius

Year C]T;r:;':;n Expenditure Surplus

T 1999-2000 14006.76 4864.82 9141.94
2000-2001 13052.1% 3904.54 9147.65
2001-2002 15830.52 4635.41 11185.11
2002-2003 15448.00 588431 9563.69
2003-2004 15311.47 6268.74 9042.73

A comparision of Revenue collection, Revenug
expenditure & Surplus

20000 « « - memem o —me eemmmren
- !
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5,2.12 Understanding the customer

The Authotity should be making the cffort (o know customer and their needs. The survey
results below shows that there are no such amangement 1o collect the information of the needs
of subscribers and to ful! fill them. As a monopoly autority BTTD did not bother to think of
that.As a result Lhe customers consider BTTD as a not 5o friendly business organization as scen

from Table 5.16

Table 5.16: Survey Result on Understanding the custemer

o . Subscribers opinion in
Proposition {Q-19) Opintons Percentags
BTTB consider the needs of | L&5 3%
subscriber and try to give No 7%
prompt service Don’t know 40%

5.2.13 Availability of new connection:

The iotal capacity of phone linc is really poor in BTTB. But the demand is very high,

According (o survey result most subscribers said thal the procedurc for getting new conncction
is very difTicull and it is noticeable that not a singe subscriber said that the procedure is casier
and systematic. Actually as u government body BTTB has to go through the complex process
defined by Government. So many papers have W be filled up by both the subscriber and the
authority. Morcover as the line is limited, verification, prierity basis, free connection etc have
1o be considered. All those process take much time to gei the final order for getting connection,
The responses of the customers on the procedure of getling new connection really portray a sad
situation. They are not usually unhappy, a good percentage (33%) of them think the process is

cilher not transparent or cormupt,
-

Table 5.17: Survey Result on New Conncchion

. [ . Subscribers opinion in
P -2
roposition (Q-23) Opinions Percentage
: icr and i
The procedure for getting a Easm?n systematie g l};n
new telephone connection is oty difficuk 57 %
Mot clear enough Lo customer 1%
Full of corruption 22 %
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5.2.14 ¥Yalue added scrvices

Deside voice communication there are many value added services such as Call Forwarding, call

confercnemy, wake up serviee, Locking, Telex. Internet cic. Most of the swilching system, in

B°I'}, have those facilities more or less. But the survey shows not all custorners are not aware

of all these facilitics. This is because BTTD hardly advertise their services. More over in (he

past some customers misuse ‘of the facility of call diverting and call forwarding led to

unwarranted ditficulty for BTTR. However, morc than 80% of the customers [(ec! that BTTB

should not only advertise for their existing V.A services, (hey should also add few more high-

tech VA services.

Table 5.18: Survey Result on Yaloe Adided services

Subscribers opinion in

ithe ¢xisting services.

P it 2 & ()29 ini

roposition {3 J-29) Opinions Percentage
Fully 3%

All the facilities provided by | Maest of them 54 %

ihe 1318 ¢ arc known._. A few 26 %
Don’t know 17 %

BTTB should provide more | Yes 83 %

valuc added services like No 14 %

SMS, MMS and adverti

i and advertlse | o Comments 3%
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5.3 Network Serviee Quality

Table 5.19 shows the network performance of BTTH according to the opinion of subscribers.

Majorily ol the subscribers think the petwork performance js not sulficient.

Tuble 5.19; Sorvey Result on Network Performance

.. Subscribers opinion in
Proposition (=23} Opinions
Pereentage

Very Well 40 %

Faulty 3%
The network performance of

Somectimes well sometimes -
BTTHBIS . coeeieienne 43 %

faully

Don’t know 14 %

53.1 Speed
In BTTH most of the telephane exchange are digital now a days. So the voice speed of network
shall be calculated for digital switching sysiem only, BTTB used Circuit Switching system for

its PSTN communication.

Our voice signal is actually an anaiogue signal. Using PCM (Pulse Cods Modulation) technigue
the analogue signal is converled inlo digital signal, We know the voice signal has the frequency
range of 0.3 KHz o 3.4 KHz. For simplicity frequency range of 0 KHz to 4KHz is used in

BTTE lor voice communicalion,

Su our Voice signals are band limited 1o 4 KHz and according to the Nyquist Sampling theorem
the sampling frequency is 8 KHz {4 X 2=8) or 3000Hz

Therefore the Time period of sampling 7, = Eﬂlﬂi} sec= 125 gsec

In BTTE 32 Channel Frame or PCM is used. The commercial name of a fmme is E-1.1n G-}

one channel or one time slot has the capacity to have 8 bit signal.



1, 125
The time available lor per channcl= ?” v 3.9u5c

Sampling Speed= 8000 Hz or Cyclefsec ; Time for one E-1=113 g sec | Each Channel= 8 bit

So. Speed of one Yoice channel of an E-J= 8 bit x 3000 Cy/sec
= 64000 bil/sec
= 64Kbps
speed of one PCM or Frame or E-1=32 x 64 Kbps
= 2048 Kbps
= 2Mbps
T

With that speed & 0.4 mm Copper cable can cover 4 km distance from MDF({Main Distribution
Irame, which connects ootside wite and the B-1 of the exchange) to subscriber telephone set

for sullicicnt capacity of voice communication

Table 5.20: Survey Result on Speed and Accuracy

- - Subscribers opinion in
Proposition (Q-22) Opinions Percentage
BTTE telephone is beller than any Yes 30 %
other way of telecommunication in No 17 %
renpeet ol Speed and Accuracy Mot surc 5394

5.3.2 Reliability

For achicving accuracy there are provision for redundancy for the imponant equipments such
as processors, hard disks cte in every switching. There are redundancy provision in the form of
dual. triple or (n+k). CGenerally in BTTB {a+f) or (n+2) redundancy is used for smooth and

uninterrupled operation. (o]} means n equipments arc in operation and other is on stand by.
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Tale 5.21: Burvey Result on Disturbance

- - Subscribers opinton in
Proposition (Q-3) Opiniens Percentage
Yes, all time 5%
BTTB Provided service without Yes , satistactorily 14 %a
disturbance, noise and error Mot all time 75 9%
Never 5%

53.3 Availability

In BTTR the switching outlet from E-1 is designed as 4:1 Le. the capacity of swilching for a
particular exchange is designed such that % th of the wtal subscriber of that cxchange can
communicaie or can have a lree channel al the any time. Jt should be mentioned herc that in
developed country the outlet is designed as 8:1 due Lo their low density of population and [TU
recommends (hal up to 16:1 can be designed oo, Considering those conditions, subscriber has

more avaulabilily to have Free channel most of the time in BT'I'B telephone network.

B1TS use sufficient badery backup in each exchange so Lthat interruption of FDD power can

not make the exchanges lully dead.

<]

Cabl Subseniber’s
able
| JETIE
chamber Calined
itxchanpe MDF
'n : : \ .
Cable =y i_‘a

Figure 5.4
Simplest Neiwork for a Telephone Connection in BTTD
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5.3.4 Simplicity

Digilal switching systems are fully software controlled. So it is very easy for the engineers o

pperalc, maintain and moniloring the swilching system.

Giving connection Lo a new subscriber is very simple. Because for a particular exchange the
total capacity of ling has been built up at the time of installation. Moreover in outside of the
MDF cablec has already been laid up to cabinct or Distribution Pole (DP) Box near the

premises ol subscriber. So lor giving a new connection two technical job have be done

*  The exchange inchanee has (o give necessary software command and

» {jive connection with the drop wire ftom DP to ielephone set

535 Security !
The telephone line is very much sccured from outside illegal connection or eves drop from
exchange to MDY, Hut afier MDF theburied wire, drop wire, DP box or Drop wire all arc in

the public places so interruption is not impessible. Especially drop wire is very unsccured.
In cxchange every line is highly software protected for each and every switching system.
530 Fault Repaic Capabilicy

W11 inslailed all the switching from world lamous vendors. So in every swilching there is
provision for all the tauit repair more or less. The digital system is fully computerized, So {ault
location is very easy especially inside the MDF and cxchange. But sometime in outside there
occur some unwanted fault which are much difficult to locate and resolve. Alse some faulty
equipment is difficult 10 replace il replacement is necessary as the extra is not available all
time. This happens most of the time in case of line card. Se the solution is olten lengthy and as

such customens opinion reflected in Table 5.22 is quite obyious,
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‘Table 522: Survey Resolt on problem selution

Proposition {Q-5) Opinions 5“**“;;:;":“?5%'21% in
Resolved as carly as possible g og
The problems are resolved Salved bul need much time 47 %
quickly Depends on extra payment 318 %
| Never solved 6 % |

In survey most of the subscriber said (hat the problems are solved but long time afler the

complain. The delay is not always technical or burcaucratic. The peaple involved in the process

arv also respunsible at imes.

5.3.7 Using modern Techuology

BTTE use Circuit switch wehnology in its PSTN telephone. But in modem technology Packet

switch or Soft switch is available, which is very faster and advantageous for communicalion a

Circuit switch. But changing the whole system is quite difficult and need much time.

Mure over previously BTTB used PDUI technology for digital voice data transmission but

gradually BTTR replaced this technology by SDH as SDH is more advantageous . A

comparison botween thermn is shown below

I'he Plesiochronous Digital Hierarchy (PDH):

PDH is NOT designed for high rales

is based on three different standards

does not provide optical interconnections for interfaces supplied by dilferent
manu laclurcrs ?

defines a cost intensive and fairly inflexible multiplexing structure

has a low binary rate dedicated for moniloring and a limited transmission guality
does not provide centralized network management

has an exclustvely point-lo-point conneetion topology

The PDH stzndards were approved by the I'TU-T in 1988 {G.702)
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Synchroneus Digital Hierarchy: sDH
v The SDH resubls [rom the SONET concepts proposed in the USA.

The lirst SDH standards were approved by the ITU-T in 11/1988

v f{recommendation series O.7xx):

»  They define the rate, the frame and the multiplexing processes.

a [t can avoid multipiexing module

r  The SDH is an international, high-rale izlecommunication networks standard,
«  The SDH is defincd as an assembly of normalized digilal transpor structures.
»  The SIH provides centralized network management.

= Network can manage and monitor from one station

» Need less equipment

BTTB uses PDH for local switching network and SDH for transmission neiwork mainly.lo case

of Imernct facility BTTI used many new and sophisticate technology.
5.13.5 Compelenee

Competence refers to (he possession of the required skills and knowledge to perform the
service. In BTTB the engincers (Assislant Divisional Engineers and above) arc recruited
through Bangladesh Civil Service (BCS) examination conducted by (he Public Scrvice
Commission (PSC). So there should net be any doubt about the qualification and merit of the
1* class employces of BTTB. Moreover (hese engineers have Lo go through a 2 years long
training period before they deliver the full phase service and in the service life they also get
many chance of having training both inside the country and abroad. The diploma enginucm,
technicians and all other cmployee for revenue post are recruited through proper examination.

However, some nepotism and consequent poor recruitment cannot be ruled out.

5.3.9 Flexibility
Manulacturer designed the switching system with high Bexibility, so that it can updaied as

necessary. The recent swilching systems are more reliable than old systems.
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43.10 Troftalbility
‘I'he overall system should be cost effective. [n BTTB dilferent tuypes of switching sysiem is

used such as NEC(Japan), Erricsson { France) Aleatel(France), ZTE(Chaina) ctc.

‘Ihe mamtenance and operating cost of them are not same. For example in case of newly
installed Mercury Swilching system (Korea) the power consumption is only 0.63 Watl per line

bt in otter case it is more than 1 watt.

5.3.11 Tralfic management
The exchange in charge always monitor the trafTic carefully hecausrc it witl help in future

planning for expansion of connection and giving olher facilities

53.12 Signaling

I'or petleet communication slgnaliné is very imporant.. 17 one subscnber does not get suppose,
fing tone signal the telephone seems to be dead o him. In this way other signaling and
announcernents are also very important for their respective purposes. For this reason in every
switching centre enough channels are always designed with proper rcdun;ia.ncy so that each and

every subscriber can achieve all the necessary signals withoul imlcrruption.
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CHAPTER 6

RECENT PROGRESS AND DEVELELOPMENT
OF SERVICE QUALITY OF BTTB

6.1 Growth of Telcphone in Bangladesh

The growth of telephone exchange capacity in Bangladesh in the last five years was an avermge

only 77,600 lines per year. The recorded pending demand of telephone has been increasing at a

faster rate (han the telephone expansion. Table 5.1 and fig 5.1 show the past tend of telephone
prowth in Bangladesh (rom 1999-2000 10 2003-2004 fiscal year.

Table 6.1: Telephone Growth in Bangladesh

Vear Type of No of Exchange | Telephone | Pending | Unufilized
Exchange Exchange | Capacity Connection | Demand | Capacity
(999. Manual 476 45845 39045 21769 6800
2000 ﬂulu{ﬁps{!ng} 102 139420 115606 18220 23814
Auto(Digital) 63 394529 336652 05125 STRTV
Total 3 5797% 491393 135114 88491
2000- Manual 440 41815 34672 18903 7143
2001 Auta(ﬁma_ log) 30 107720 70690 18307 37030
Auto{Digilal 131 539823 459518 161900 80307
Total 662 688920 564880 199116 124040
2001 - Marnual 416 39203 32449 21997 6844
2002 AulG{Al_a a‘iu 2} 84 55598 45182 10484 10416
Auto(Digital 168 651187 528300 178630 122887
Total L] 746078 605931 211111 140147
2002- Manual 359 33260 26045 24017 7215
2003 Auto{Analog) 53 18820 13640 6592 5180
Auto{Digilal 240 868913 677036 171243 191877
Total 652 920993 717721 201852 203272
20073~ Manual 324 30953 32948 20572 8003
Y004 Auto{Analog) 43 17700 [1495 6035 6205
Auto{Digital 271 917696 775715 150115 141981
Total 638 066349 810158 176742 1561

(Source: Annuai Report 2003-2004,BTT8,page17)
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Telephone Growth in Bangladesh
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Figure 6.1

From ‘iable 6.1 we found thal in every ycar a huge no ol lines remained unutilized .With that
access capacity the pending demand should be [ulfilled. But actually according to strategic
decision of authorily of BTTB a significant no of lines arc kept free. So that those lincs can be
used at any time for emergency basis for the important sector of Government or for the YVIP
persons. I some impnnaﬁt connections become faulty then those lines will give back up
support. As a rough calculation for the year 2003-2004 the unutilized capacity for cach
exchanpge are = (156191/638) = 24481, this free lines arc not much more for an individual

exchange.
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Table 6.2 and figure 6.2 shows the ratc of change of growth of telephene capacity, connections

and pending demand.

"Fable 6.2: Rate of Change in Growth of Telcphone in Bangladesh
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Figure 6.2

Chaoge in | Chaoge in oumber Change 10 Change in
number of number of
Year number of of Exchanpe -
Fxchane Capacify Tclephone Pending
xehamge pactfy Connegction Demand
2000-2001 419 +109126 +73487 +63996
2001-2002 +6 +57158 +41031 +12001
2002-2003 -16 +174915 +111790 -9259
2003-2004 -14 +45356 +42437 -25110 |
{Source: Tabie 6.1, Puye33)
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6.2 List of the Project in ADB (Annual Development Program) of BTTB

Following project under BTTB are included i the Annual Development Program {ADP)
during the fiscal year 2003-2004. {1}

{. Greater Dhaka Telecommunication Improvement (Phase-11) ( Under JBIC, Japan Loan)

3. 2.66,000 lincs Digital Telephone Installation ( including conversion of 76,000 lincs to
digital system)

3. Installation of high capacity Optical Fiber System between Dhaka-Chittagong including
spur Lransmission link.

4. Installation of Digital Telephone Exchanges at Srcepur, Kapasia, Kaliganj,
Kaliakoir, Tongi and some ather growth centre under Gazipur districl.

5. [nstallation/expansion of Digilal telephone cxchange in various district of Bangladesh (
Under PR China Credit) '

6. PEstablishment ol Intemational Telecommunication System Through Submarine cable.

7. Installation of Intemnet Service on cmergency basis in all districts.

8. [Installation and replacement of Radio tinks in dulferent Upazillas in Bangiadesh.

9, Installation of Digital Telephone Exchanges at Chitiagong, Khulna and Sylhet{ Under
DCF, Korca Loan)

10, Inslallation of Digital telephone Exchange at Upaczilias and Growth Centres

11, Installation of Digital Telephone Exchanges in Metropolitan Cities & Imporlant district
town{ st phasc 1,10.000 lines)

12. Installation of Digital Radiv Links andTelephone Exchanpes at Chittagong Hill Tracts {
Under PR China Credit)

13. 10 lakh T& T mobile Telephone{ First Phase—2 .5 lakh)

14, Instaliation of Digital Telephone Exchange at Keraniganj Upazilla in Dhak.-i district.

15. Installation of Digital Telcphone Cxchanges at Mujib Nagar Complex in Meherpur
District.

16. Introduction of Pre-Paid serviee by BTTB.
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Talle 6.3

fnstallation of Digital Lines under BTTH in 2003-2004 fiscal year

Name of the Project/Propram

Description

Total installed

capacity
rraeuitl R siatav sl I
260 i digal  kepbone Khilgaon 6000 Lines
insillagon ( kel conversion of Nilkhet 3000 Lines
745 000 Times aralys ekphone)
Mirpur 2000 Lines
Cantonment 5000 Lines
Banasree 1000 Lines
Goran 10049 Lines
hMugdapara D0 Lines
Muohanagar 1000 Lincs
Marayangan] 000 Lines
Suwh-Total Dhaka 24,000 Lines
Chitlagong Ceblral 4000 lines
Sub-Total Chitagong 4004 Lines
Alampur 2000 Lines
Tajjrur D Lincs
Sub-Total Sylhet 2300Lines |
Rupsha 300 Lines
Dighalia 204 Lines
Sub-Toetal Kholoa 500 Lines
Nachala 500 Lines
Sub-Total Rajshabi 500 Lines
31,300 Lines
Total installed capacity under the project
(rustuu st ol diseital telephon: Sreepur 1000 foved + 200 WLL
exchanges at Sroepur. Kapesia Kaligoni, LincsLinesLines
"1 cnyai aned s Gromdh Ceires unde Kapasia 10810 Fixed Lines
G dstod | Kaliponj 500 Fuued Lines
Kaliakoir 1000 Fixed Lines
| Tongi 5500 Fixed Lines
Board Bazar 3000 Fixed Lines
Konabari 2000 Fixed Lincs
Rajendtapur 1000 Fixed Lines 17000 Fixed
Shalna 2000 Fixed Lines I{a[éjigci::?:;{i
Total installed capacity under the project Lincs

(Source. Annual Report 2003-2004, BTTB, page 19}
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Table 6.4
Installation/Expansion of Transmission Links upder NTTH in 2003-2004 Ascal year

g Mecans | Types | Bandwidth
] Name of Project Name of Koute/Link of of of
’ Systern | System | Route/Link
I Chuadanga-Meherpur QFC SOl | 155 MBPS
L | Installation and Lxpansion |2 Mcherpur-Kushuia OFC SDH | 155 MBPS |
U.f Digital Lf:lu.:plmrne 3 Thakurgaon- oliC DH 155 MRPS
Fxchanges in Yanous Panchagarh
Districts of Bangladesh | 4 Dinajpur-Saidpur O C SDH | 155 MBPS
5 Rangpur-Thakurgaon OFC SDH | 155 MBPS
6 Rangpur-Saidpur QFC SDH | 155 MBPS
¥ Sidpur-Nilphamari OFC SDH 155 MBPS
8 Ranppur-Polashbart QFC SDH | 622 MBFS
9 lBopra-Polashbari QOFC SDH | 622 MBPS
10 Sirajganj-Sahjadpur QOFC SDH | 155 MBPS
11 Sahjadpur-Pabna OFC SDH | 155 MBPS
12 | Mymensingh-Sherpur OFC SDH | 155 MBPS
13 Satkhira-Khulna OFC SO | 155 MBPS
2 | Installation and 14 Rangamati-1ietbunia OFC SDH | 155 MBPS
replacement of various | Bogra-Talom MW PDH 34 MBPS |
Radio Link s in 2 Bopra-Gablali MW *GH 34 MBI'S
Rangladesh 3 Bogra-Shibganj MW PDH | 34 MBPS
4 Rogra-Dhunat MW POH | 34 MBPS
5 Bogra-Sonalala MW PDH | 34 MBPS
6 Bogra-Nandigram MW PDH | 34 MBPS
7 Natore-Singara MW FDH 34 MBPS
8 Jaypurhat-Panchbibi MW PDH | 34 MBPS
o Iayputhat-Akkelpur MW PDH 34 MBPS
10 | Dhaka (savar}-Dhamrai | MW PDH | 34 MBPS
1 Manikganj-Saturia MW PDH 34 MBS
12 | Manikganj-Doulatpur MW PDH 34 MBS
13 Manikganj-Shibalya MW PDH 34 MBPS
Mymensingh-
14 Mukiagachha Mw | PDIl | 34 MBPS
15 | Jamalpur-Dewanganj MW PDH | 34 MBPS
3| nstallation of Digital Tel- |y | Gugipur-Board Bazar | MW | PDH | 34 MBPS
Lxchanges in Sreepur,
Kapasia, Kaligonj, Tongi, | 2 | Gazipur-Konabari MW | PDH | 34 MBPS
kaliakoir and some growth
B‘?::E‘“de" Gazipur 3 | Gazipur-Rajendropur | MW | PDH | 34 MBPS

|1 C=0ptical Fiber Cable ; MW= Microwave ; SDH=Synchronous Digital Hicrarchy ;
PDH= Plesiochronous Digilat Hicrarchy; DH= Digita! Hierarchy]
(Source: Annuul Report 2003-2004, BTTH, page 20
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with the completion of ali those projecs The capacity of BTTB will be increase much.
Morcover people out side the metropolitan area can also get opporiunity to have maore
welephone fine connections, On the other hand the installation of new Transmission links will
strengthen  the netwerk backbone of BTT. With this NWD call could be available more.

Moreover B1ITE can rent their backbong more to others operators afler ulfill own needs.

6.3 Progress on access to International Broadband Super Highway through

Submarine Cable

BT11 is implemeating a project with title “Cstablishment of Telecommunications System
through Submarine Cable™ in order 10 enablc Bangladesh to success to internationa! hroadband
super highway through under sea submarine cable. The eniry of Bangladesh inlo the
consamium of Submaring Cable as a very big achievement. The Submarine Cable Mctwork
called as South-Lasi Asia, Middle-Last and West Europe-4 (SEA-ME-WE) will connect the
countries including Indonesia, Singapore, Malaysia, Bangladesh, Tndia, Sri Lanka, Pakistan,
United Arab Emirates, $audi Arabia, Egypt, laly and France.. In facl, a new door has just been
apened lor Bangladesh. The project with an approximate capacity of 1.28 lerabyle wilh the use
ol most modemn DWM lechnology 1s expected o be completed by the year 2004 for providing

service W the customers.
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Figure 6.3
“The ginbal rouk: tken by SCA-ME- WS (Optcal fiber cable s 3 I Gt Asia, M) astand
Westem Europe)
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On this regard lollowing achicvements are being made by BTTD during liscal year 2003-2004,

through implementation of the said project.

bt

. Signing a Construction & Maintenance Agreement (C&MA) among 16 patics of the

SEA-ME-WL-4 Construclion.
Signing of supply contract by the SHA-ME-WE4 Construction wilh M/S Alcatel of
I'rance and M/S Fujitsu of Japan for installation of the Submarine Cahle.

Complction of land development for cable landing station site at Cox’sbazar. FRef IS

Figure 6.4
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6.4 Tnstallation of Internet & Daty communication [Facilities in Bangladesh

Adler completion of a project for installation and commissioning of a Packet Swilched Public
Data Network (PSPDN), BTTB has introduced Internct Services for the subscribers. BTTR has
plans to erthance the facilities available in the existing DDN {Digital Data Network). BTTD is
gradually cxpanding its nelwork o act as facilily provider to private [SPs Internet Service
Providers) in order lo contribute to the fast growing of internet services and I'T (Inlormation

Technology) secior in Bangladesh.

During the fiscal year 2003-2004, BTTB has made expansion of PSPDN, DDN and Internet
Services through implementation of projecls namely “Groaler Dhaka Telecom, Network
Improvement Project (Phase-11) and “Installation of tntemet Service on ;:mergcncy basis in all
districts” and through implementation of some proprams under maintenance budpet. Intcmet

Sorvices has been introduced by BTTB in all disteict town and somc Upazilla towns of

Bangladesh by June, 2004,

Cnhanced network facilities have also been provided o ISPs. This project has provision for
development of nceessary infrastructure for interconnection, different 1SPs would be enabling
to use BTTI s platform instead of using coslly VSAT system. Danks, multinational companies,
govemnmenl, non government sreanizations and corporate bodies will gel access lo high speed
digital data conumunication network afer implementation of this project. This will open a new
horizon aboul exchanee of information that will improve eMiciency in management and

commercial aclivitics in the couniry.

From November, 2005 BT is fully providing the DDN facilities. The various categorics of

having connection and rates arc attached in Appendix D.

6.5 Other Major Programs under implementation through the ADP cnlisted

projects

1. Under project namely “206KL digilal telephone installation *. a number ol national
transmission links will be built up. These are optical Nber cable routes of Dhaka-
Mymensing-Tangail-Sirajgang-Bogr, Bogra-Naioire-Rajshabi, Rajshzhi-Chapai
nawabganj and a number of OFC {Optical Fiber Cable)super links.
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9.

Under the projeet tilled “Installation and expansion of digita! 1elcphone cxchange in
various district of Bangladesh™ digital wleplhone exchange will be installed ar
additional 31 upazilla & growth cenler. In addition optical fiber cable links between
Brahmanbaria-Moulavibazar-Sylhet and some other spur OFC links will be installed.
Under “Installation and replacement of radio links in differcnt upazillas of Bangladesh™
project, installationof remaining rdio links will be completed in 2004-2005 fiscal ycar
lor connecting additional 35 Upazilla‘growth centre with there respective district head
quarters.

Under “lnstallation of digital telcphone exchange at Chiltagong, Khulna,& Syihet”
project, aboul 1,01,300 line digital iclephones and inter exchange oplical transmission
tinks will be installed.

Under “Installation of digital telephone exchange in Upazilla and growth centre
project , digital telephone  Switching will be installed at rcmaining upazilla
headquarters, where at present there is no digital telephone facility. Digiul Switching
will be instalied at some growth centres as well as 220 number Remole Switching Unit
{RSUs) and 220 number digital radio transmission links will be installed .

Under “Installation of digial telephone exchange i melropolitan cities & important
districts” project, 110,000 fines digital (clephone along with inler exchange optic cable
transmission link and a few optical access will be installed.

Under “Installation of digital telephone exchange in upazilia and growth centre” project
. digital (clephone Switching will be installed at all remaining upazilla headguarers,
where al preseni there is no digital elephone facility. Digital switching will be installed
at some growth centres as well a3 220 number Remotw swilching Units (RSUs) and 220
number digital radio trnsmission links will be insmlied.

Under “Installation of digital wlephone cxchange in metropelitan cities& important
districts” project, 110,000 lincs digital telephone along wilh inicr exchange optic cable
transmission link and & few optical aceess nelwork will be installed

Linder “Installation of digilal radio link& digital wlephone exchange at Chittagong”
project, tolal 6900 lines digilal wlcphone at 7% locations{Upazilla & growlh centre} and
27 numbers mdio links under Bandorban, khagrachhari & Rangamti districts will be

tnstalled.
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10. the project with Little™ 10 (len) lakhs T&T mobile elephone (17 phase 2.5 fakhs)™ has a
scope for installation of 2.5 lakhs mobile telephone (with GSM technology) at district
owns and along tew major highways.

11. Under “Installation of digial telephone exchange at keraniganj upazilla in Dhaka
district” project iniai 5000 digital telephoncs will be installed at Keraniganj Zinjira and
Kalatia.

12. major scope of work under “Introduction of pre-paid services by BTTBare”,
instaflation of an IN{Intelligent Network) Platform, wilth associated equipment for
200000 Fre-paid calling card, Pre-paid Telephony Subscriber , free Phone Subscriber
facility . [Ref 1]

With the implementation of all those projects the telephone capacity of BTTB will also be
increase much. Moreover people out side the metropolitan area and rural area can also get
oppoartunity 1o have more (elephone line connections. On the ather hand the installation of new
Transmission links will strengthen the network backbone of BTTB. With this NWD call could
be available more. Moreover [FTTB can rent their backbone more W others operators alter

fullili own nceds
6.6 BTTB plans E-1 system for ISP’s connection to ease network pressure

DTTR plans Li-1 system to case nctwork prossute Microwave facility, coaxial connections to
help 18P With a view to reducing pressurc o its lixed lincs and facilitating operations for the
Intermet Service Providers (ISPs), the Bangladesh Telegraph and Telephone Board (BTTB) is
fikely to introduce the Eurcpean Standard-1 (E1) sysiem shorily.

Mntraduction of B1 system would release neatly 6,000 lixed BTTB telephongs, now used as

access lines for the ISPs,” a highly placed source in the board said.

Omce the syslem is put in place, the BTTB would distribute these fiee lines to prospective
wlephone subscribers. The board has plans to provide microwave facilities and ¢oaxial cable
conneclions to the individual 18P in the absence of a fiber-optics network, he added.
Installation work has almost been completed. The El would also help case pressure on the

BTID network at night when most intemet users heok up to make most of o [f-peak hours.
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Up to November 2005 very ow 150 has accept this system

E-1 system for connection of 13Ps will reduce the extra burden on welephone line . So the PSTN
service quality will be more available. This will thus improve service qualily. Moreaver access

of internet qill be more (aster and easier with that system.

The BTTY would also offer a lower charge for ISPs willing 1o gel connection through El cable.

The rates are attached in Appendix B.
6.7 Restructuring of BTTH

The fve-member taskforce on restructuring (e RBangiadesh Telegraph and Telephone Board
{B3TTE). which was formed on January 9, 2003, suggested that the board be transformed inlo a

statc-owned company under the Companies Act 1994.

The taskforce also asked the govemment o form a nine-member board of dircclors for the
Company and vested the board with full financial aulonomy. It also suggested a roadmap for
resiructuring the board into a company and said that, unless the board is given full financial
autonomy, it would losc out in the ever-shifting elecom markel The roadmap follows the
Pakistan modcl. which transformed its teiccom board info a company successfully, with
LOVEITLIMENE ownling it full equity. However, CGioldman Sachs, a world-famed invesiment bank,
planned the roadmap for restructuring the Pakistan Telepraph and Telephone Board. The
taskforee in its report also recommended amendment 1o the BTTB Act 1979 an formation of a
scparate pay scalc and service rule for the company and an option for voluntary reticmenl or

golden handshake for the willing employees.

It Teld various rounds of meeting with the CBA leaders of the board, the employees” union and
also met the Jeaders of the BCS Telecom Associalion. All their vicws were also incorporated i
the report. The repert said Lhe government would hardly incur any revenue loss if the board is
transformed into a public limited company. In the fiscal year 2003-2004 BTTB, one of the
government non-tax cash cows, camed Tk 15.31 billion operating profit and paid around Tk 9
billion as net profit ta the government exchequer. The teport said that if the board is made a
public imited company, BTTB would be able to deposit minimum Tk 10 billion 1o the public

cachequer annually. Whereas five private wlecom companies deposit Tk 6.80 billion a
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yearfRef 18] Tn it:lq repor, the laskforce highlighted how the stalc-owned tclecom companics in
the rezion brought qualitative changes in their pedormance afer being transformed into siate-
owncd or pattly privatized Elccom companies. Though he taskforce has not set any deadline
for the restructuring of the telecom behemoth, it supgested that soonct the BTTB is transformed
inlo a company; the better is for its survival. The taskforce, however, suggested total auditing
of the BTTB"s assels by audit firms before transforming it into a slatc-owned public limited
company in full accordunce with Lhe govemment’s Article of Association. Under the changed
seiup, the BUTB managemenlt can take loan from the banks, cap mazke its own decision on is

investment and procurement plan and then set its tari [T according to ils own plan.

Tiil today the decision is pending and discussion is going on with uncertainty of the

privatization. Survey resull shows (hat most of the cuslomer wants privalization of BTTB.

Tablc 6.5: Survey Result on Privatization

Proposition (Q-30) Opinions Suhs?ng;‘:“?apglzlﬂn \n
Privatization of 3'I'TBE is Yes 44 %
WNicessary No 12 %
Mol now. later an - 32 %
No Comments 12 % ]

6.8 International Telecommunication

T'o meel the existing and future demang of oversess lraffic, BTTB is continuously trying to
increase (he number of intemational circuits with other countries. By June, 2004, DTTB,
throuph 4 salellite carth stations, cstablished6326 international direct circuils with 37 operator
o’ 77 countrics and transit eireuits with 171 countries. fRef 1. Table 6.6 and tigurc 6.5 and 6.6
show the growth clearly.

Table 6.6: Growth of lnternational Yoice circuits

Year Circuits Growth Rate
June 2000 2302 -
Jure 2001 2767 20.20%

[ June 2002 3327 20.23%
June 2003 3rao 12.11%
Jupe 2004 6326 69 60%

fsource: Annual report 2003-2004 BTTE, pogeld 7
08
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6.9 Bumun Resources Development (HRD) aclivities of BTTB

As the basic operator for (lephony, overscas carries and transmission network DTTB has
common responsibility 1o keep peace with e tremendous development and globalization of
i lecommunicalion and information technology. Human Resource Development (HRD) is very

esscntial for this purpose.

To enhance the efficicnl and guality of services of Bangladesh Telegraph and Telephone Board,
(o update the wehnical knowledge and skill of personnel and Lo insiall new iechnology in the
Telecom seclor special emphasis is given to  he in-service (raining activitics. In service
training for newly recruited enginecrs and refresher training of other officers are carricd oul in
Telecom. Sall Colicge (TSC), Gazipur and that for the employees are usually camied out inj
Telecom ‘fraining Centers (TTCs) located at Dhaka, Dogra and Khulna and in other sub-

Ccenlers.

The Telecom Siaff college (TSC) ul Gazipur (near Dhaka) established in 1987 with ITU
(Iniernational Telecom Union) and UNDP (United Nation Development Program) assislince
has already put its matks as one of the lzain institules for telecom, training in this region. 1t has
all the infrastructural facilitics and equipment ilncluding respurces to eslablish itsell as the

regional training centre.

47 officers and officiais of Bangladesh T & T Board received foreign training in about 19

different Courses in Telecom and relevant subjects in the year 2003-2004 fRef !}
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Table 6.7: Training and Courses Conducted Dy BTTH in fiscal year2003-2004

Courses Conducted in TSC

) Duration ol the
81 No. Name of Courses No. of Participants
COourse
Hepular Course
! ADFE/Batch, 2003 39 02 Years
Refresher Course
B Inter system and BT IB’s network 08 01 Day
Inler system and BT'EB's network,
2 | 13 01 Day
2" Batch
information and Communicalion
3 6 02 Days
Technology
Training in TTCs
51. Mo, Category of Courscs No of Courses No. of Participa.nts_'
| Regular Courscs 14 B18
2 Refresher Courses 10 Il
Tatal 24 029
L

6.10 Supplement & Value Added Services

(Sowrce: Annual Report 2003-2004, BTIB, Pagel6,27)

some supplement and value added scrviees arc mentioncd here those are in built in almost

every swilching system Of (hem all are not open [or subscriber. But it is possible 1o give thosc

[aciiitics more or kess. The newly installed Mcrcury switching have all this facilitics strongly.

Locking

A subscriber can scparately lock his local, NWD or [SD call.

Call restricl code-—--- *34*password in 4 digit*01# (for ail call)

*(2# ( for NWD and 15D)
*(33# (for NWD only)

71



*)4# { for [SD) only)

{54 {for local call only)
Abbreviated dialing (ABID)
This service is a function of designating abbreviated number of 1 or 2 digits (Q1~20) for
number often used or long number of the other and of calling the other by (he abbreviated
number, Pick up the handset and hear dial wone, press the abbreviated number and then call is
sstublished @ the called number corresponding 1o the abbreviated number ol the system. Up to
20 abbrevisted numbers can be used and the comesponding calied numbers range up o 10
digits.
Call waiting {CAY)
Call waiting is a function that when a subscriber is in busy state, if a call is terminated from the
thirel party, sends normal ring back tone to the third party without sending busy tone indicating
that the called subseriber is busy. And the function informs the busy subscriber through signal
tone thal a new call is terminating. Afier hearing signal tone, if he does not answer within 15

sceonds, signal tone is repeated for 4 scconds.

If the subscriber hooks flash 1o make a call to the third party, the cxisting other pasty transits
into holding state and hears holding tone and can be connecied 1o a new ierminating call o
answer the call. 1T he wants o talk tn the existing party again, he can hook flash. By repeating

this proccdurg, the subscriber can alternale two calls.

Call waiting rejected (CCW)

‘This is a function (hat a subsctiber regislered in call waiting function can reject one call 1o
prevent cal waiting function while in busy state. The subscriber can register call waiting
rejecled function by dialing special code before staring a call, and can make a normal call by
dialing the desired subscriber's number while hearing registration conformation tone. Even in
busy stale. the subseriber can prevent call wailing function for the cument call by holding the

other and sending special code, using hook flash.

Three way cenferencing (TWC)

This is a function (hat three persons can talk to each other in a way that a currently busy
subscriber holds the currently busy party using hook flash (o call the thind party and then again
by hooking flash, calis the subscriber in holding state.
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{Conference calling (CO)
Confecrence calling is a function thal 6 persons can talk to each other at the same time. Call

method is same as three way confercncing.

Call reattempt (REG)

In case a subscriber dials Lo call but the calicd party is busy, by hooking MNash and reserving the
number using code, the switching system connects the call aulomaticaily when the called parly
is idle by verifying the status of the called party every certain interval for a cerain number of

Lmcs.

Wiiting dircct call (WML)

If a subscriber with WML lunction has registered waiting dircct call using code and called
numbce, if the subscriber picks up his handset and wails for waiting time {5 seconds), call is
autpmatically ierminated 1o the designated subscriber. I he starts dialing before waiting time (5

seconds), he can make an originating call in the same way as normal calls.

Call kolding {(CHD)
This is a function that after holding the current call, you can make another call. By hooking
fiash while busy and seading W switching system, you can hold the other in busy slate and

make a new call, and can talk to the other again, using hook Aash.

Call transfer {CTR)
I'his is a tunction that, in called busy slate, the subscriber tiolds the cument calling subscriber
and connects him Lo the third party by calling him. This service is possible only in case of

terminating call.

Call forwarding (CFW)

A subscriber with call forwarding function can forwanl a call terminating io his number o
another desired subscriber. Cal! forwarding is classificd into uncenditional forwarding and
canditional forwarding. 1f the subsceiber B with call forwarding function has forwarded call 1o
the subscriber C, when a subscriber A dials w B, in case of unconditional forwarding, C is

called out unconditionally without regard to the status ol'the subscriber B.
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I ease of conditional forwarding. when the subscriber 13 is busy or does not answer for morc
fhan no-answer Gime (15 seconds), the call s torwarded to the subscriber C. after call
forwarding, in case the subseriber C is in abnormal slate, the call is proccssed as abnormal in
the same way as normal call. Jn case the subscriber with call forwarding makes an outgoing
call, he hears special dial tone indicating that call forwarding is curré;ltly in scrvice and alter

this, the call iy processed in the same way as normal call.

Cal) restriction by subscriber (CRU)

'his is a function that the subscriber can restrict originating call using designated specific code.
Il this service is initiated, swilching system checks if the cail is within a range of call restriction
for all calls wencrated from the relevant line and if the call is beyond the range, it sends
congestion tome or recorded announcement indicating that call cannot be originated, This

function does not affect terminating call.

Wake Up service (WKI')

Il & subscriber wanls @ wakoup service, he can regisler a desired time within 24 hours from the
present time. When the designated time arrives, switching system sends call signal (ring) to the
subseriber telephone and if the subscriber answers, he can hcar meoorded announcement
announcing 'designated time'. By the subscriber’s choice, wakeup service can be serviced one
time or repetitively by regislering one lime.

Code for aslarm —--- alarm activation *33*time# second lime. Alarm deactivalion #55#

Selective eall restriction (SCR)

In case a call is terminaled from a specific subscriber, if the subscriber registers a number by
being busy or making an originating call, afierward, tcminating call can be rejected by
connecting the call leminating from the specific subscriber Lo announcement device without
connecting it. A maximum of 10 subscribers can be regisicred and regislf:rcd subscribers can be

verified by announcement device or code and originating number.
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6.11 Other Progress
There arc some other ongoing improvement jn some exchange in BI'TB such as

»  Crealing computerized Data Basce for subscriber { In Uttara Exchange dala base has
been made successiully)

» Trying 0 computerize the management and accounting system

= COTV has been introduced for security purpose in some exchange such as Uttara
Ixchanpe, Mohakhali 1TX ete.
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CHAPTER 7

INDICATION OF POSSIBLE IMPROVEMENTS.

7.1 Some possible improvements determined by the BTTB authority

On the topic titled “Determination of Working Policy of BTTB” few meetings were held in
BTTB during middle of the ycar 2005. The future plans for the improvement of the scrvice
quality and overail service was discusscd claborately on those meetings. [Ref {6/

According Lo the document of the mecting following sirategic and wchnical decision wee Laken

ta improve the performance and service quality of BTTI.

7.1.1 Administrative Scction

Arising morc Discipling

Faster [tle processing

Increase orpanizational ability {Restructuring, Compulerization)
Accclgrating the process of lilling up the vacancies and promaticn.
Accelerating the process for pension case

Modemization of training system.

Importance 09n cleanliness beautification.

Making the rules and regulation appropriale

oDoOoocoOooooaga

Increasing the awarcness about the interaction wilh people and press

-
{

7.1.2 Maintcnance & Orperation sectien " F
Vot the better and secured maintenance and keeping the telecommunication service of BTTD

simooth mon: importanee should be given to the [bllowing activitics

O Customer Service (Development of One Point Service, Quicker Telephone Connection
and Investigation system)
1 Fault Managementi and Reporting (Immediale repairing, S51 Cell, Camp and lauit

management)
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a

a

Maintcnance System {Maintenance  Policy, Optical Network, Modem Information
Collection, Modern wols collection, Inspection, Power and Earthin, OMC, Cleanliness)
Security of the Duildings and Plants (Land, Wall, gaw, Fire extinguisher)

Moniloring the buildings and planis  Traffic observation, Ascertainment of Demand,
Proposal of project and Replacement, Access nelwork)

Marketing Management{Prescrving data of the assets, Protecting the fraud revenue
collection, Interconnection, Marketing of Channel ic. El and data, Establishing
marketing sub-division, Introducing new teaturcs and value added scrvices)

Obscrvation of the progress of the private operator and combination(Eswablishing [nler-
relation sub division )

Removing old and unused equipment.

7.1.3 Planning & Devclopment Scetion

For making the development propram morc cifective importance should be piven Lo the

fallowing topics:

a
0

a a

O

Projeet should be taken according Lo the demand of M & O Division and Annual repot
Regulary discussing the advancement of  project implementation, Establishing
Monitoring Cell (Projcet Control}

Establishing standardization Cell, Improving the Tender policy

Following the rapid change of Technology (IP, Convergence, Broadband Access
nelwork)

Establishing Central Data Cell under P & D Division

7.1.4 Finance & Acconnts Sections

0
a

a

0
0

Making budget logical and maintaining financial discipline

Increase Revenue income ( Ledger updaic, Corporate revenue, Improving Billing
System and Prolecting the corruption )

Consciousness in collecting revenue from Intemational calls, Making and sending
accounts rapidly.

I'raffic Monitoring, Increasing new LarilT and correcting traffic

Making the accounts ol assets up-to-date,
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7.1.5 Sccurity Activities

(3 Dreparing rules and regulation for security purpase
0 Amange more monitoring sysem { CCTV)
O Arrange Training on security purpose,

7.1.0 Others

The other mentionable points for the improvement of service ol BTTB those have been

proposed and discussed by the officers ol BT B on that mecting are given below:

)

0

o o d

O

It is necessary (o preparce a Mission Statement for the improvement of BTTB service
and activities

Arranping commercial selling of various asscts of BTTB such as E-1,0ptical Fiber
Cable ctc

Giving more importance 1o modemization of revenue management syslcm,

Controlling revenue misuse with the help of special softwars and necessary lcchnology.
Increasing the interconncction with mobile operators. It can be possible to terminate
privale Operulﬂrls into a common point for terminating them into Mohakhali ITX
Preparing Performance Indicator of each exchange by making revenue statement.
Spreading Optical Fiber Network at the level of Upazilla to achieve the benefit of
Submarine Cable.

Afier completion of Submarine cable project Dangladesh will initially get 10 Gbps
whereas presenl capacity is only 200 Mbps. On tha revised condition, excess capacity
can be sold . but it is nccessary o carcful about not to drain out the DTTBs revenue by
seliing of excess capacity

To solve the OSP (Qut Side Planning) problem, high capacity can be used in
replacement of vsual ducl.

To increase the capacity of transmission link SDH cquipment should be used in replace
of 'DH cquipment

Along wilh veice service other services such es Data, Video, and IPTV elc will be

introduced in B1TH3. For this Optical trunk and Accuss network will be established
properly



"a'l.l Some Possible improvements in respect of the survey conducted by the

author

9 A Phone Dircctory should be published for cach exchange. So that people can find cut a
person easily with the help of that Phone Directory. In this respect 77 % subscriber

gave their opinion positively ..

Table 7.1: Survey Result on Phone Directory

. . Subscribers opinion in
Propasition{(}-28) Opinions Percentage

[ BTTB should publish a Yeos 77 %
hone directory of all the
b " rl'r' Mo 2 :.'fu

subscribers and should sell
to the subscribers Don’t know 21 %

(% To telief from unwanied disturbance from unknown (elephone Caller 1D facilities

should be implemented in every digital telephone .73% of Subscribers demanded for it

N HUTVEY,
Table 7.2: Survey Resuit oo Caller 1D
- . . '& - . -
Proposition (Q-20) Opinions Subscgmrzn?fgf on in
Yes, by any means 77 9%

RTTB should provide Caller
1D Eacilities to all the If possible cconomically 21 %
subscribers

No comments & %

O3 In survey at least 75% subscriber complained against line man for his illegal activitics
outside the exchange. If there objection was true the authority should give proper
attention on that maler for the better service of BTTB in the ongoing competitive

situation
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(3 In survey several subseriber gave apinian that subscriber should have casy access (0
meet wilh the high or Mid level management { ADE, DIz, GM) not meet with the line
man or Sub Assistant Engincers

[ For giving betier Service BTTH should establish customer care centry lor assisls with
24 hour help line in every each exchange)

(1 Che operator assisled calling facilities in case of 1512 call with non 1SD phone should be
improved.

Table 73: Survey Result on Operutor assisted calling
Comment Dpirlti{:ns Subscrlisfcrzn?a[;: fon.in
Sulliciently 9%
BTTB provides facility lor [ [psufficiently 41 %
operator assisted calling. ... Feorareot o 356 %
Nuot easily 12 %

(I Online telephone bill should be given to subscriber the telephone bill should be
available in Intemet

(1 Morc value added service should be provided

7 Prepaid connections should be given

(1 There is complain that some influential subscriber do not pay huge bill. If it is truc then

necossary steps should be mken for the collecting those revenue in time.

7.3 Reduce or Remove Call Termination

The povemment, especially Bangladesh Telecommunication Regulatory Commission (BTRC) -

the country's telecom regulatory watch dog - should take immediate measurcs o shut down

these 'prey operators' 1o stop the huge revenue losses incurred by BTTB. Without steoping call

(ermination BTTB will gradually lose more and more revenuc which will be very dangerous for

BB,
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CHAPTER 8

DISCUSSION & CONCLUSION

8.1 Discussion

From the analysis of service quality and survey it seems that the service quality of BTTB is not
up 1o the mark. According to survey very few (only 9%) subscribers are not satisfied with Lhe
ervice ol BTTB at all. Bul the same survey shows thal 45% subscribers are also not satisficd to
their cxpeclation. So improvement of the service quality of BTTB is an cssential phenomenon.
The l"f-:SU!lS of survey also show that the subscribers arc not much worried about the present
billing system. Morc than 70% customers think thal lhe jocal and NWD call rale, that arc
charging now, arc more or less economical and reasonable. In casc of billing accuracy and
regularity of getting billing copy more than 70% subscribers are satisficd .More tan 80%
subscribers are satisfied with BITB’s network performance .But most of the customer gave
objcction in casc of slow response of fault repainng and dilemma of gelling new conncctions.

Around 70% subscribers have objection with the unfriendly nature of employees of BTTD

Survey shows that there is some mismanagement in ils customer service. But the ovenli
network quality is not much low. So BTTB mainly needs to improve its customer oriented
services. At the same time BTTB shnulcli up lo date ils technology with the improvement of
Jates tcehaology For this the management and planner of BTTB should be more active and
nnovative. Telecommunication seetar is Nourishing very rpidly in the country. Se to cope

witl this mce BTTB has o reach highest quality of service not less than that.

According to the essence of the survey and the previous discussion we could summanze that
the foliowing possible activitics are needed for improving BTTD s scrvice quality for both the

case of customer service and technical operation to hold the previous reputation of RTTE.

|. Increasing aorganizational abilily

s niernal reformauon
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Setting up sells and marketing department
I-Govemance
Modemization ol Training

Fulfilling all the vacancies as carly as possible o give prompt service.

2. lmproving customer service

I2xpansion of one point service [e. selting up more customer care centre.
Medem data basc management

More helpline For rapid assislance

Online Billing

Easy and faster policy W pet now lelephone

Reducing Laritf in compare with other operator

3. Fulfilling the demand of Telephone and improving the infrastructure

Selup more Exchanges

TA.)I[(Trunk automatic Fxchange) ITX expansion

Selup and expansion of Optical Backbone up to Upaziila .
Set up of modem Optical and Wireless Access Network
Setup VOIP and Inter connection platform

Improvement of secunty system

Training input

[ncreasing Matketing personnel

Kemoving old and unused cyuipment

4. Developing the training facilities

Modemization of Telecom Stif College{15C)
Modemization of Telecom Training Centres (I'TC)
Training on Computer, markeling and new technology

Arranging more foreign training for employees on reeent developed lechnology

5. Impicmentation of modem marketing policy

Slarting commercial activities
Sctup Marketing Department
Give more importance on marketing data and video service

Implementing the use of CCTV through BTTB network

6. Improvement of the system of collection revenue
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= Modemization of Ledger managemoent

» Removing the corruption and misuse of revenue

a |mproving the policy of collecting revenuc from international call

7. improvement on lechnology

= Adaptation of 1P, soll Swilch technology.

s Giving Caller ID facility

= {iving more suppicmentary and Yalue added service 1o customer

B. Other improvementy seclor

a  Nceessary arrangement for remove or reduce call lermination problem

= Find out any corruption and solving it.

= Introducing Prepaid welephone system

«  Nestructuring or Privatization of BTTB o reliel BTTB from the policy

dilemma of govemment

One thing should be mentioned here that the all the data, mentioned in this thesis, show that

BTTE has already rcalize the challenge of its existence not only as a leader but alsa as a simple

wlecom operator as in every seclion BTTD are seem to be more active now a days.

The comparisen of total revenue collection of BTTB for the year 2002-2003 and 20032004 is

shown in the table 8.1. This table depicts that BTTB is a profitable organization of government,

1he decrease of revenue in Lhe year 2003-2004 is due to the immense competition, huge illegal

call termination and the decrease rate of different calls. But it is noticcable that the decrease is

not much in respect ol those dilficulties.

Table 8.1;: Hevenue Collection and Revenue Receivable

Descriplion

Taka in Million

200220073 2003-2004
Receivable amounl as on opening day of liscal ycar 6475 .46 505943
Riils in issued during the fiscal year 14031.97 " 16419.40
Tolal rececivable amount during this ycar 20507.43 21478.83
Aclual receipt in the year 1 5448.00 15311.47
Receivable amount carried over to the opening day 505943 6166.36

of next Mscal year

tSource: Annual Repord 2003-2004, BTTE, pape 24)
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Thus for maintain at least this revenue income BTTD should improve its condilion in every

step Lo cope with the growing infrastructure of telecommunication in Bangladesh.

Every year capital is invested through national Annual Development Program (ADP) of the

govemment for the projects which creates fixcd assets for BTTB The annual Development

Program for the year 2003-2004 and the actual amount spent under this program for cighteen

projects are lumnished in Table 7.2,

Table 8.2 : BTTB Investment in 2003-2004 through ADP on 16 projects

(Taka in Million}

THem Loeal Currency Forcign Currency Total
Allotment 3519.590 192,50 412240
Expenditure 335957 i55.08 3514.65

Surplus 564.33 3742 597.75

(Source: Annual Report 2003-2004, BTTB, page 25)

Tabic 8.2 shows that BTTH geis huge amouni for the development program. So it is not

impossible W improve the condition of BTTH preatly. il BTTH wanls

to improve its quality

really, BTTB can do within a short peried. But for this the Government should also give
necessary cfforts as BTTD is an Government organization still today.
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5.2 Conclusion

The extensive range of application of telecommunications and computer technology in our life
has brought the people of the planet carh closer and made the idea of global village a reality.
The conceptl ol Global Information Infrastruciure facililating the infonnation flow from the
largest ity (o the amallest village on any parl of Lhe carth and beyond is no longer a fantasy of
the ille mind. The speclacular and sensational advancement in the information and
communication lechnology has stretched out its predominance in almost every aspect of our
life, our agricullure, cducation, industry, trade, sports, culture, pelitics, war and any other

matter thal one may think of.

A sound lelecommunication policy is cssential to develop the national tclecommunication
infrastruciure which suppors the economic emancipation and ultimale welfare of the people by
ensuring facilities on demand, assuring satisfactory quality of service and providing value for
the moncy o the consumers. The well-cxpressed policy of the govemment acts as the pime
mover o stadl the wheel rolling. The development of policy guidelines regarding the extent of
privale sector parlicipation, competition among the operators both slate owned and he private,
inter-working relation betweoen the operators, tariff structure etc are the matters to be addressed

cxplicitly and unambiguously.

Before the beginning of the last decade or so of the twentielh century, the ielecommunicalion
scenatio in Bangladesh like many countries of Asia and Pacific region was chamcterized by
state-owned monopoly situation. The telecommunication indusiry in almost all of the countries
of the world, with the cxception of a lew, used to be the exclusive affair of the Government.
The Government single-handedly performed the role of the operator of wlecommunication
services as well as that of the regulatory authority in addition o its being the Functionary of
policy-making affairs. Ilowever, the policy makers in the elecommunication administration of
the counlry, in line with the thinking of many others of the region, hed prowing awareness to
parl away with the responsibilities of both the operation and regulation of telecommunication
systems and scrvices and make way Jor privaic and independeni enlilies respectively in
place. The domineering need of reform in the scelor leading to preater emphasis on the market
oriented conception and creation of competitive environment, was th'gf:!riving force behind this

change. 'This led o privatization of & number of tclecommunication administrations owned and
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managed by Government in one hand and emergence of multitude of privately owned operators
A Master Plan witl be prepared for expansion and development of telecommunication services

in the couniry so thal Banpladesh can reap tull benefits ol information technology revolution.

In Bangladesh hefore establishing the National Telecommunication Policy 1998 BTTE had
strong  monopoly power in the field of fixed tclephone (PSTN} and in overall
lelecommunication alse. So the concept of Scrvice Qualily was not so important. According 10
the NP of 1998, The Bangladesh Telecommunication Regulatory Commission (BTRC) was
established on Jannary 31, 2002 under the Govemment of the People Republic of Bangladesh
and thus the regulatory power has been ccased from BTTD. On the commencement ol the
Bangladesh ‘T'clecommunication Act, 2001 BTTB became and operator like other private
operatars and has Lo be comoratise within fow year. Already BTRC has given license o not
less than 15 private operators for running PSTN business in the country. So there arc 50 many
competitors {or B 17D now a day. Along with this l'elecom act,1998 says that as a long term
strategy, development of telecom infrastructure and scovices in all the fields are to be opencd
up for private participation afler the year 2010 and il needed |, this can be opened up earlier than
the year 2010, Customer will accept and choose that operator whose quality of service for both
the ease ol cuslomer scrvice and nelwork performance is better. Besides PSTN operators there
are five mobile phone aperators are in operalion with quile improved service. Although mobile
phone is not aclally a substitution of lixed ling, due to low capacity, unavailability and
unimproved quality of BTTB (hat would be happened. So there comes a great challenge for

BTTN for its uxislence not only as a leader but also a ordinary operator.

Thus BTTB should evaluate its service quality and performances strongly and at lcast
introduced the neccssary improvements so lar discussed in the thesis. BTTH should be
determined that teledensity will be 10 telephones per 100 population within the first quarler of
2151 century. With that aim BTTB should improve ils service quality as much as needed and
that will be the only way for Bangladesh Telcgraph and Telephone Board to sufvive as the

Jeader of telecommunication of Banpladesh

86



oW

9.

I.

17.
18

BIBLIOGRAPHY AND REFERENCES

Annual Report 2003-2004, BTTD.

BB Tetephone Index 2005, BCS Telecamn Assaciation,

Annual report 2001-2002, 13TTH

Richard B. Chase, Nichakas and F. Robert * Production and Operation management™,
eighth edition, McGraw-{lil] .

Parasuraman, Leonard L. Berry. & Valarie A. Zeithami, “A Conceptual Model of
Service Quality and its Implications for Future Research,” Journal of Marketing 49
{ivall 1985), Page 41-50.

Peter Hemon and Ellen Aliman, Asscssing Service Quality: Satisfying the Expectations
of Library Customers {Chicapo: American Library Association, 1998), Pages.

Brinley Franklin and Danuta Nitecki “USER SATISFACTION WHITE PAPLR” April
6, 1999, htltp harwew arl . orgflibqual/geninfofusersatisfaction pdlon date 31/10/2005
hitpfwww.banpladesh-web.comfews , date 30/1 172005

hitp:fwww bith.net.bd |, date 30112005

. Pulse Code Modulation Systems handbook, Telecom Sl College, BTTB, Gazipar,

May 1989
Manual of Synchronous Digital tlicrarchy, Alcate!, Alcate] University (L.annion f
Stuttgar) $AS 90101 0009 WBZZLA Ed.07 0972002

. Manual on DTS5-4000 System Structure, Mercury Corporation

. httpdfanww bangla?000.com |, dale 29/1 172005

. hMipdfwww.pmo . eov.bd/wpeenpfsubmarine. htm, date 2041 1720035

. Tipzdfeww bbspoyorg Myplans308.himl, date 3041 12005

. {ffice order of the meeting on “Delcrmination ot Working Policy of BTTB” with

reference  no-5,DTTDB-Miscellaneous/2003-04/84  publishecd and circulated on
15/09/2005

httpfwww dgLgov.ta/English/Regulations/dgtd 1 /I ixed-Service-Quality.shumnl, on dale
Tha Finangiel Bapross, Junel7, 2003

87


http://hllp://www.bangladcsh-web.eom/news
http://hup:/lwww.bttb.net.bd,date30/1112005
http://hllp:/lwww.pmo.gov.bd/wpccng/submaril1c.hlm.
http://hllp://www.bb.gnv
http://httpJ/www.dgt.gov.tw/EnglishfRegu

19, htp ;Hm-.rw.pubIlc.iaslatc,edufwswathia’Dimensiunso]’SuwiﬂeQualit}'.htm, on  dale
314172005

20). hupaﬂ"w*.ww,aplscc.urga’mcctinngDUSIPRF{]SMc}cs’PRF-{JS-]D
Bangladesh%20Telecoms%20Reg.doc , on date 31710405

88



APPENDIX A

SURVEY QUESTIONER

This is a survey quesiioner based on different parameters of service quality regarding

telecommunication which will be helpful for studying the present stalus af quality of service of
BTTB.

Answering the questions below should only take a few minutes. Your participation i
completely voluntary and will heip me to complele my thesis properly.

Plecse put tick () mark on vour preferred opinion.

L. As a iclcphone subscribee/user of BTTB you are .......
a) Fully satisfied c) Less sztisfied
hy Salished d) Mot satisfied
2. Do you think BT1 D is reliable?
a} Yes. c} WNo comments
by Mo ¢} Should be more reliable
3. Are service provided without distu rbanee, noiseor ¢rror?
a) Yes, generally all-¢ime ' ¢} Mot all-time
L) Yos, satisfaclorily d) Mever
4, The technology used in ond user side i.e. in cuslomer premiscs for making a call
and communicate wilh others is(i.¢c. understanding difTerent toncs and calling SySlIEM} ouivvuie
a)  User fricndly ) Dvifficult
by Problemalic d} WNot suitable for all
5. When there is a problem, is it resolyed qoickly?
a3 Resolved as early as possible, r) Dcpendson extra payment
b} Selved bul need much time d} Meversalved
6. Are employees willing to answer your questions?
a) Yoo ¢) Mo commenls
b} Samelimes. d} Mever

7. [3a von (hink BTTE has sullicient well and capable technicians and engineers to provide prompl
service?

a] Yres ¢) Don’tknow

b) No
8. The employees of BTTE are mote or ess ..o

a) Friendly and Iy to help as much as possible ¢) oo commend

by rude and always scting busy dy  very strict in rules and regulstion
9. Docs DTTB provide its service with proper eredibility & honeatly?

a} Yes c) more or less

h} No.

10, Is the 1113 telephone service securcs [romy cross conpection, wrong number connection or illegal linc
wonnection”?

ay Yes. ¢l Wol iy
b} Notsurs d} No

L. llow easy is it for you te Lalk to an employee when you have a prablem or any question regarding
your ielephone?

a} casier ¢l ‘thelp linc s very fricndby
k) Mot casier. d) No hdpline
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12, In 3TTB a1 present the charpe for a local call is Tk 1.5 fpulse (excluding YAT) and onc pulse mcans five(s)
miinules for peak Lime and sevend7} minutes for off poak time.. It 5., ...

a] Costly and not appropriate ¢} Coonomical & reasonable

by Matcoslly and approprisle d} Mo comments
13.1n BT'FB at preseat the cliatge for 3 NWE call is Tk 4.5/Minute for peak time and Tk, 3.00/minote for
aff poak time. [UiS.eenns

a3 Coxtly and not appropriate o)  FEconcmical and reasonalle

i Notcostly and appreptiate
14 Is oult metering sysicm better then non multi metcring system?

ay Yoo ¢} Mo commenls

b} MNo
15. BTTD considers below 100K m as Local ¢all and above 100Kin as NWD call all over the couniry now
a days. BTTB also considers 8 AM to 10 PM as Peak Time and rest of the time as OO Peak Time. These
both cnnsideratinns are. .o iisn '

a) Rizht c} Re cansiderable
by VWrong d) N0 comIDents
16. [3a you et your bill accuralel y?
a)  Yes, always. ¢) Mot of the time
k) o, d) somclime
L7. Do you get your copy of billing regularly and io time?
a) Xes ] mome time
h) No. d} Motsure
18 Can vou pay your phone bill easily?
ay  Yos,
bl No.
1%. Do you think I'I'TE consider the newds of subseriber and try to give prompt service?
ay) Yes. ¢ DNon’t know
b} No
20. Showld caller I3 facilily be given 1o all subscribers?
a]  Ycs, by any mcans ¢} Mo comments
1

by 1fpossibic economically
21. Do yoeu think BTTE is a profitable arganizatian of Government?

a) Yes ¢) Non’t koow

W Nu
22. Mo you think BUTD telephone is betior than any wiher way of (clecommunication in respect of speed,
sccuracy, availability of conmection, ageuracy and simplicity?

a) oy ¢} HNotsure
by Mo
23. The ncetwork performance of BTTE is «ooveeues
a4} ¥ery wall ¢t Sometime well semedime faolty
b} Faulty i} Don't know

24, Dh you know all the facilitics provided by the BTTB such as NWD, IS0, Econcmy 1513, Call Forwarding,
call conferencing, wake up service, Locking, Telex, Internet elc?

u)  Fully c) A dow
b} Most of thon d} Den'tknow
25, The procedure for getting @ new telephone conRectlion s ...
a1 Eaxier & systemalic £} Mot clear encugh to costomer
by ¥Yery difficult and lengthy d} Full of cocruption
26. The capacity of telephone lines of BTTB s ...
a} Yery Poor ¢)  SuMMcient
by Poor

27, Where there is no facility for direct calling such a5 the 1SD e ll frem non [ST phone, BTTB provides
facility Far pperated assisted calling.........

a1 SuMiciently c) Conditionally

b} InsuMiciently d) Mot easily
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2% D you Lhink that BTTD should publish a phanc directory ol all the subscribers hike other countnes and
should scll 1o the subscribers?

af s ¢} Dop’tknow

by Mo
29, Do you think that BTTB shouM provide mure value added services like SMS, MMS cic and make
proper advertisement for existing unkrowi Value added services and give adverlise of ihe exisiing
services?

a) Yes cy  [No comments
" Nu

3. For providing beteer qualily of scrviee, privalization of BTTL is nocessary.
al Yo ct Mot ngw, laler on
by ™o d) Mo comment

31. IT yow have anmy comments on the service qualities of BTTB pleasc write down in

17, What should be the mest impodaut step lo lake for the improvement of the service quality of
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APPENDIX B

Sample Rates for BTTB’s Data and Internet Services

3 Sample DDN Chafges for Nationwide circuit
A} Registralion Fee (Tk.}

64 kbps 128 kbps 256 kbps 512 kbps
Old charpe 10,000 10,000 10,000 10.000
New Charge 5,000 5,000 5,004 10,000
|3] Installation and Testing Fee (Tk.)
64 Kbps 128 kbps 256 kbps 512 kbps
Old charge 20,000 20,000 20,000 20,000
New Charpe 15,000 15000 20000 20,000
|CT Yearly Rental (Th)
64 kbps 128 kbps 256 kbps 512 kbps
CHd Mow CHd MNew Oled New 0ld Mo
\Jhaka- 338,000 | 1,10,000 | 6,08400 | 191,000 | 10,47.800 | 3,18,000 | 1622400 ) 617,000
Chillagang
Dhaka-Bogra 2.22,000 ¢ 82,000 359600 | 1,41,000 | 688200 | 234,000 10,65,600 | 4,530,000
Dhaka-Comilla 185,000 | 64,000 335000 | L0900 | 5,73,500 180,000 | 88000 | 3A5000
) Sample DDN Charges {or Multi-exchange area circuit
1A Reyistration Fee (Tk.)
64 kbps 128 kbps 256 kbps 512 kbps
Old charge 10,000 10,000 10,000 10,000
New Charpe 5,000 5000 5,000 10,000
[13] tnstallation and Testing lFee (Tk.)
64 kbps 128 kbps 256 kbps 512 kbps
0ld charge 15,000 15.000 20,000 20,000
New Charge 13,000 15,001 | 20,000 | 20,000
[C} Yearly Rental (Tk.)
64 kbps 128 kbps 256 kbps 512 kbps
Old MNew Qld Mow Old Mew 0id ew
Motiheel- 80000 | 24000 | 143,000 | 36,600 | 248,000 | 60,000 | 3,84,000 | 102,000
Culghan
Matijheel-Uttara | 99,000 ] 33000 | §,78.000 | 47,400 306900 [ 73000 | 4,75000 | 138,000
Motijheel- 72000 | 21,000 | 129,600 [ 31,200 | 223,200 | 51,000 | 3,45,600 | 84,000
Kawranhazar
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L2

o.

. No security deposit

2594 discount on total rental charges flor Accredited Universities, Colleges, Madrasa,
Trining and Rescarch Institules, Govemment/Semi-govemment/Autonomeus and Non-
profit Rescarch organizations

259 discount on rendal charges for Sollware Incubators and Farks under Govermment
control and Private SoRware exporicrs eaming at least USD 100,000 per year

50% discount on Registration. Instaliation and Testing Fee for 5+ connection at a time
Initial payment for 6 manths

Transmission of voice in any form is not normally allowed. This will necd prior
approval of BTTD and an annual fec @50% of the annual circuit rental shall be
applicable. '

[ Sample Charges for Leased Internet Access (High Speed Internet)-
Available at 41 Districts

[A] Registration l'ec (Tk.)

&4 kbps 128 kbps 256 kbps 512 kbps

Old charpe 10,000 20,000 40,000 40,000
| New Charge 10,009 10,004 10,000 15,000 ]
[13] Installation and Tesling I'ee (Tk.) -
| 64 kbps [ 128 kbps 256 kbps 512 kbps

Old charge 10,000 10,000 10,000 13,000
MNew Change 10,004) 10,000 15,000 15,000
1C] Yearly Rental (%)

64 kbps 128 kbps 256 khps 512 kbps
Old chargo 4,350,000 743,000 11,856,000 18,858,000
New Charge 208,000 318,000 4,56,000 8,10.000

7. No security deposit

8. 50% discount on total rental charges for Accredited Universities, Collepes, Madmasa,

Training and Research Institules.

9. 25% discounl on rental charges lor Govemment/Semi-govemmenl/Aulonomous and

Non-profit Rescarch organizations
10. 25% discount on rental charges for Soflware Incubators and Parks under Government

control and Private SoRware exporers eaming at lcast USD 100,000 per year

11. lnitial payment for 6 months
12. 50% discount on Registration, [nsiallation and Testing Fee for 5+ conneclion af atime
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O BD Domain Name Registration

| Registartion Fec Scrvice Charge | Renewal Fee
0ld charge HO0 1500 for [irst ycar 1500/ycar
New 15i) for two years 500/year
Charge

i1 E1 Access charge to PSTN from ISP

I il Porl Charge hedia {Local Toep) Charge Total
_&Egl%lmtiﬂr: Ves . 10,0840 Tk. 5006} Th. | 5,H
Irstatbation and Testing charge Tk. 30,000 Tk. 30,000 Th. 60,000
Annual rental Charge Tk 0,00 Th. 48,000 Tk. 1,058,000

. Regisiration, Instalation and Testing Charge are onc time 2od non-refundable
.1 he charpe does not include Customer Premise equipmentl {CPE} at Customer end

Migration Plan for El
For surrcnder of 30 telephones by 18Ps against £1 connectivity, Tolal Instaliation and Testing

charge (Tk. 60,000) shall be excmpled.

O PPost-paid Dialup

a

|[A] No Use No Pay Package

01d Charge New Charge®
Registration Charge Tk. 1000 Tk, 500
IFree Use 1000 Minute 800 Minute
Peak-hour usage charge 50 paisa/min 40 paisa/min
| Oficpcak-hour usage charge | 30 paisa/min 25 paisa/min

New Peak-hour 10:00 AM to 12:00 Midnighi

|B] Unlimited Package

{ 0Old Charge New Charge*
Registration Charge Tk, 1000 Tk. 500
Monthly Charge | Tk. 6000 Tk 1800

*Efletive from 1 November, 2005



{Onty for Corparate Custormer
having 504 connections)

| Packape Regislration Usage liine tonthly Charge/min
Charge Charge

EduCare Tl. {00 08:00-1800 | Tk. 500 | 3 paisa
(Oly for School, College £
Mudeasall)
OfficeMate Tk 500 08:00-18:00 | Tk. 1200 ‘ 6.5 paisa
{Only for Official castomers)
OfGicePack Tk. 100 09:00-17:00 | Tk. 900 | 6 paisa

Use under these packages is unlimited

(Source: http://www.bith.netbd  date 30/11 f2003)
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APPENDIX C

[  Cost for Getting a New Telephone Connection

Conneclion fee 7.200 Tk.
Fittinp charge 500 Tk.
Deposit 2,000 Tk,
Line rent for two month 300 Tk,
Tota! 10000 Tk

[ Various rate regarding Connection of Telephone

According (o the Notice Published on the date of 07/07/2005 from Minisiry of Post and
Telecommunication (MOPT) with reference NO- PT?SECTION-5/4-11/98(Part)-209 the rates
are as below

sL Mame of The Scrvice Present Rate Re defined rate/ Proposed
Rate
lllf?::;msmn Transfer fee (digital/Analoguc):
; . P . 2,500 Tk., (Unchanged )
@) Qut side transfer{ Within | 2,500 Tk..( Including 500 (Tncluding 500 Tk. as Gitting
same area code) Tk. as fitting charpge)
charge)
inside transfer(within 6_5[]' Tk. [.huhscrlber will | 650 lk(.UnchangC:d} .
{(b) same DBuilding) give Fitting charge-500 | {Subscriber  will  give
& Tk) Fitling charpe- 500 Tk )
3';':1510“ Telephone Re-Cennection lee:

Dhaka & Chittagong
Multicxchange arca

-2500 Tk
Reconnection of 7,500 Tk. { Connection | Division/District-2000 Tk.
Permanenily lee and the rmnt of | Upazilla/Growth centre
@ disconnected Telephone( | disconnected time can be | - 1500 Tk,
Afler 39 days to 1 year) | receivable) Analogue/Auto/magnetn/CB

- 1000 Tk { Connection fee
and the ront of disconneeicd
Llime can be receivable)
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Decision | Fee for changing name ol the subscriber,
(3} Name ol the organization and number:

In same address royalty
will not be changed but
name/ designation will
change '

{a) 5,000 Tk. 1,000 Tk

( Person/QOrganization):
Keeping same addrcss
(b) § ownership of Org. will 5,000 Tk.

Dhaka & Chilla. — 4,000 Tk.
Division/ DisL — 3,000 Tk.

change / Telephone Upazille}‘& Growth centre
subscriber will change - 2,000 Tk
The tefephone of a living

(@) sub. will transfer after the 2,000 Tk. 1,000 Tk.

mune of hissher Son,
Daughter/ Husband/Wile

The telcphone of a dead
sub. will transfer after the
td) name ol hisher Son, 500 Tk »00 Tk

Naughter/ Husband/Wife

(e} | Number changing fee 5,000 Tk, 2,000 Tk.

(source: Notice of MOPT, Reference No- PT/SECTION-5/4-11/98(Pari})-203)

THANK YOU
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